Medicaid Affiliates--Non-Compliance with Contract Terms

Amerigroup Louisiana, Inc.

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Dates Sanction Admin.
State Date Description CAP Description and Status Type Amount Proceed.
CA 5/14/14 Ingomplete response to an enrollee Yes We rewgwed th|§ |n0|qent Wl'th the rgspon3|ble gmployees 5/14/14 - 6/13/14 |Financial 10,000 No
grievance. and their supervisors, including applicable requirements. Closed Penalty/CAP
Incomplete response to an enrollee grievance . S . . ) .
CA 5/12/14 |and failure to provide timely information to the, Yes We rewlewed th|§ |n0|qent Wl.th the rgspon3|ble gmployees 5/12/14 - 6/26/14 | Financial 15,000 No
state and their supervisors, including applicable requirements. Closed Penalty/CAP
The CAP included coaching and counseling employees. In
addition, created new processes for drug service requests
Documentation for denial of services that are exclusive to medical benefit coverage rules and not | 5/24/13 - 6/5/14  Financial
CA 5/24/13 incomplete. Yes pharmacy medical necessity. We will also modify the letter Closed Penalty/CAP 5,000 No
generation capability ensure that we generate benefit denial
letters with correct language.
Continued to focus on potential duplicate edits from capitated
hospital groups. Worked with Claims IT to identify solutions | 5/15/13 -
CA 5/15/13 Benchmark for inpatient quality not met. Yes |that would not affect volume and timeliness factors. 12/31/13 CAP - No
Continued provider education efforts. Met with encounter Closed
team to discuss solutions.
Continued to monitor group submissions to ensure ongoing
timeliness of receipt. Worked with its Claims IT area to
. — determine if edits can be invoked to identify and suppress
Benchmark for outpatient timeliness, and . ) . " 3/6/13 - 12/31/13
CA 3/6/13 ) . L Yes |potential duplicate claims. In addition we are reached out to CAP - No
Inpatient quality and timeliness not met. . . . Closed
providers to ensure appropriate billing patterns. Conducted
group outreach to ensure capitated group submissions are
timely.
Encounter submission metrics for outpatient 1171512 -
CA 111512 " . . . P Yes |Continued monitoring of encounter submission timeliness and |12/31/13 CAP - No
timeliness and inpatient quantity not met. Closed
Response to request for additional Reviewed incident with the responsible plan employees and 1 8/27/12 - Financial
CA 8/27/12|. P . q . Yes |their supervisor and provide the state with written notification |12/31/12 2,500 No
information submitted late. . Penalty/CAP
of completion. Closed
Resolved 5010 issues and all backlogged encounter were
CA 5/15/12 Encounter metrics for outpatient timeliness Yes transmitted. Continued to work to stabilize month to month 5/1/12 - 5/31/12 CAP _ No

and inpatient quantity not met.

volume. Implemented provider submission of institutional
encounters directly to health plan.

Closed
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Medicaid Affiliates--Non-Compliance with Contract Terms
CAP Dates Sanction Admin.

Date Description CAP Description and Status Type Amount Proceed.

CAP actions included: working closely with our internal

systems area to ensure we are notified in a timely manner of
Encounter submission metrics not met for any delays they may face in processing files so that we can  |3/1/12 - 5/31/12
CA 3/1/12). ) ) Lo Yes e . . .
inpatient quantity and timeliness notify in a timely manner; reached out to 4 groups for direct | Closed
submissions; established monthly delivery dates for all of our

Dual-Risk groups.

CAP - No

CAP activities included: meeting and working with the groups

Encounter submission metrics not met for to track the rejected encounter and verify that they have been |11/22/11 -

CA 11/22/11 ), ) . Yes |successfully submitted; following up with each MSO; 1/31/12 CAP - No
inpatient quantity o . :

reviewing agreements and developing formal service Level Closed

language; and continuing close monitoring activities.

CA 9/20/11 _Respons_e to requ_est for additional No Financial 5,000 No
information submitted late. Penalty
CA 8/24/11 Pocumentatlon for denial of services No Financial 20,000 No
incomplete. Penalty
The CAP included activities to: revert two Dual Risk
arrangements back to Shared Risk; meet with each Dual
Risk Hospital’'s MSO to discuss error reports to ensure timely
Encounter submission metrics not met for correction and resubmission; in a timely manner; meet 81211 -
CA 8/12/11 -"°° . . Yes : y mannef, 1203111 CAP - No
inpatient quantity and quality regularly (at least weekly), with TransUnion to improve their Closed
turn-around time; and ensure the appropriate MSO
management is aware of encounters submission performance
and obligations.
CA 8/12/11 F_(esoluhon of a member's grievance not No Financial 5,000 No
timely or adequate. Penalty
The CAP focused on interventions in four areas:
organizational and structure; data and reporting; provider; and
CA 4/13/11 Consistent downward trend in HEDIS scores. | Yes member. Developed a strategy to identify members with gaps 4/13/11 - ongoing | CAP - No

in care and provided incentives to receive appropriate care.
Implemented two new provider incentive programs to assist in
the early identification of pregnant women for timely outreach.
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Date

Description

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Description

Completed an analysis of the inpatient data and to bring this
measure within acceptable timeframes, we took the following
steps: engaged a cross functional team of employees;

CAP Dates
and Status

2/18/11 - 6/30/11

Sanction

Type

Amount

Admin.
Proceed.

CA 2/18/11 Benchmark for Inpatient timeliness not met. Yes calculated lag time by hospital and worked with them to Closed CAP - No
address barriers; began reaching out to groups to determine
their ability and willingness to submit encounters directly.
Encounter submission metrics not met for Reviewed reports and determined that push to submit 2009  11/18/10 -
CA 11/18/10 /. ) . L Yes |DOS encounters negatively impacted measures. Continued  3/31/11 CAP - No
inpatient quality and timeliness -
close monitoring of encounter performance. Closed
CA 4710 Informat|or_1 to cc_)r_n‘|rm provider Uetwork No Financial 50,000 No
adequacy insufficient and submitted late. Penalty
Information to confirm provider network Financial
CA 47710 adequacy insufficient and submitted late. No Penalty 50,000 No
FL 7/29/14 Ad hoc report submitted one day late. No Financial 500  No
Penalty
Reviewed health plan data against state data to identify cases
FL 41714 Failure to meet encounter data accuracy Yes of issues. Worl§|ng with the state on the issues related to the 4/17/14 - ongoing CAP _ No
standards. State Master File. Reporting progress on monthly status
reports until the CAP is closed.
FL 11/19/13 Inc_orrect naming convention on the claims No Financial 1,000 No
aging report. Penalty
FL 8/22/13 F)Ialms aging report for Q2 submitted in No Financial 500 o
improper format. Penalty
FL 8/22/13 _Quarterly flnapmal report _submltted with No Financial 500 No
incorrect naming convention. Penalty
FL 4/18/13 Report sub.mltted.to state did not include a No Financial 500 No
complete signed jurat page. Penalty
FL 2/27/13 _Fmanmal rgport for _40 submitted with No Financial 1,000 No
inaccurate information. Penalty
Re-educated internal employees on the plan's internal
FL 5/23/12 Member materllals not submitted to the state yeg PrOCESS to review gnd approve wrltten.materlals.by including 6/7/12 - 8/14/12 CAP _ No
for approval prior to use. this as a re-occurring agenda item during compliance Closed
meetings as well as Operational Executive Team meetings.
Failure to meet standards established in 2011 Financial
FL S5M18/12' g health check up CAP. No Penalty 36,500 No
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Date

Description

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Description

CAP Dates
and Status

Sanction

Type

Amount

Admin.
Proceed.

FL 2/27/12 flnanC|aI rgpor‘[ for ftO submitted with No Financial 1,600 No
inaccurate information. Penalty
Configured system to pend and manually process claims that
. . - . required a consent form. Implemented the Vaccines for )
FL 9/20/11 201_1_ons_|te audit identified documentation Yes  Children (VFC) attestation process. Implemented a process to 9/20/11 - 11/8/11 CAP - No
deficiencies. . Closed
ensure that notices are sent to members pursuant to contract
requirements
FL 4/21/11 Quarterly complglnts, grievance, and appeals No Financial 600 No
report was submitted late. Penalty
Re-iterated use of the report tracking spreadsheet to ensure
Lo . reporting requirements are met; implemented a control to )
FL 3/9/11 Submission of the fraud plan apq policies and Yes |make sure attestations include the appropriate signatures; 3/9/11 - 9/30/11 CAP - No
procedures was late and insufficient. . . . Closed
and updated the Compliance Plan in accordance with the
state's request.
Added the state's current approved letter in the plan's letter
Audit identified arievance and appeals inventory. Created an Operational Guideline to ensure that 2/18/11 - 3/15/12
FL 1/27/11 . gne PP Yes |notices regarding appeals are provided to both members and CAP - No
process inadequacies. . S . Closed
providers and distributed an internal memo to all appeal
review nurses.
FL 5/4/10 Child health check up report was submitted No Def!mency 400 No
late. Notice
FL 3/4/10 Q4 clalm§ report wa§ on qung template and No Financial 600 No
included inaccurate information. Penalty
FL 2/18/10 Self reported_ c_)\_/er3|ght of community Yes De\_/e_lpped a monthly committee to review of outreach 3/2/10 - 9/1/12 CAP _ No
outreach activities. activities. Closed
Directed the dental vendor to outreach to providers to
determine their participation status and then generate a
GeoAccess report to confirm network compliance. Began 11/15/11 -
GA 11/15/11 Low levels of dental utilization. Yes |targeted recruitment campaign. Vendor distributed an 12/31/11 CAP - No
educational piece and newsletter about the importance of Closed
providing changes to provider participation. Performed a
directory verification project.
. Instituted a program with a telehealth vendor to support rural )
GA 9/2/11 Network access requirements not met and Yes |areas that do not have sufficient provider specialties. Also 9/2/11 - 11/29/11 CAP - No

duplications in provider listing files.

working to address data quality.

Closed

RFP # 305PUR-DHHRFP-BH-MCO-2014-MVA

Section E — Page 50




Amerigroup Louisiana, Inc. Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

Medicaid Affiliates--Non-Compliance with Contract Terms
CAP Dates Sanction Admin.

State Date Description CAP Description and Status Type Amount Proceed.

Reviewed situation and identified a human error in the report
submission process. Corrected and resubmitted the report 8/2/11 - 8/31/11
and implemented business owner review of report accuracy. | Closed

Newly received provider information will be verified.

GA 8/2/11|Timely access requirements not met. Yes CAP - No

The files were uploaded on the day they were due, but due to

file names that were too long, they would not go through the 217111 - 7/15/11

Yes |FTP process. When discovered the next day, the file names CAP - No
. . Closed

were corrected and resubmitted. Retrained employee to

prevent a recurrence.

Report load to state FTP site did not

GA 71711
complete correctly.

The CAP included steps to improve metrics though provider

Failed to meet performance measure targets and member communications; member outreach activities by
: : . : ) 7/7/11 - 9/30/11
GA 7/7/11|and performance improvement project annual| Yes | our Health Promotions team through preventive service Closed CAP - No
reports submitted late. events at provider offices as well as community events; and

incentives to encourage members to receive services.

Conducted active outreach and recruitment efforts with
providers in needed counties. Made a configuration change to
address seemingly duplicate records created for providers
working under separate TINs and educated provider data 7111 - 8/9/11
GA 7/1/11|Provider network adequacy deficiencies. Yes |management on how to identify these providers and adjust Closed CAP - No
reporting. To address untimely notification of provider status,

provider representatives continued to work in the field to learn
about changes in the network and submit timely change
information.

The CAP addressed multiple issues and included: resolving
GeoAccess reporting changes; adding workflow steps for
management review for accuracy, and resubmitting the
GeoAccess report identified provider network report. Adjusted report logic to address USPS change in zip  3/15/11 - 4/28/11
. . Yes . .

inadequacies. code and conducted outreach. Worked to resolve issues with Closed
providers associated with multiple TINs. Conducting quarterly
wait time reviews and taking steps to update provider
information and verify demographics.

GA 3/15/11 CAP _ No
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Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Dates Sanction Admin.
Date Description CAP Description and Status Type Amount Proceed.
GA 1/24/11 o ’ y pp_ . Yes |vendor and their survey teams are educated and modified the CAP - No
wait times, and non-par providers in provider ) . Closed
) questions for clarity.
directory.
The CAP included the following actions: modify GeoAccess
Timey access 4Q10 indicated provider types reports to differentiate members’ access to dental providers 1/24/11 - 2/18/11
GA 1/24/11 that did not meet appoint request waiting time| Yes by type and include total number of providers. Clarified CAP - No
. . . . . . Closed
standards. information about the online provider directory. Provided
secret shopper list to the state with written responses to each.
Reviewed each provider and provided an updated listing to
the state. Two providers received additional follow-up. As part
Submitted PCP assignment report with of the Credgntlallng plan all new prowders m.ust .submlt their 111010 -
GA | 11/10/10 missing NPI and duplicate Medicaid Yes \Plandtheir Medicaid ID at the time of applicationand no 5,4, CAP - No
9 P provider will be loaded without NPI. Resubmitted the PCP
numbers. . . . . . Closed
assignment report and reconciled providers with duplicate
Medicaid IDs. Re-educated provider data management on
issue resolution.
Sent corrective action letters to each provider and performed
. L a follow up visit within 30 days to re-educate the provider and |11/9/10 -
GA 11/9/10 Benchmark _for the PC'.D S.'Ck visit and mental Yes |his/her staff on the contractual access standards. All 12/31/10 CAP - No
health appointment wait times not met. . . .
providers not meeting the requirements were re-surveyed Closed
during the next quarter's survey.
Used a team of employees to work to contract with various
providers within a given geographic area. Submitted an
updated network deficiency report to address the areas noted.
Access, provider network listing, appointment Worked with providers with various TINs to prevent 10714/10 -
GA | 10/14/10 : P . nd, app Yes . P . . preve 12/31/10 CAP - No
scheduling, and directory deficiencies. duplicates. Outreaching to providers to address incomplete
. - o ) . Closed
information. Initiated a large-scale project to validate all
specialties in the network to verify access and demographic
information.
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State

Amerigroup Louisiana, Inc.

Date

Description

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Description

The CAP included measures to improve HEDIS outcomes
and state-required metrics through provider and member

CAP Dates
and Status

Sanction

Type

Amount

Admin.
Proceed.

. Lo o 10/7/10 -
GA 10/7/10 HEDIS measures fell below the national Yes commumcaﬂon;, member outreaf:h actlyltles through 12/31/10 CAP _ No
average. preventive service events at provider offices as well as
. . . Closed
community events; and incentives to encourage members to
receive services.
GA 7/19/10 Submitted requested HS&R reports late. No ';I;]:;Eal 40,000 No
. Worked with the state's contractor to reconcile encounters
GA 5/19/10 Informed of reqwr_e_m_ent o adhere to 2010 Yes |and provider payments by identifying system and data metrics 519710 - 3/10/11 CAP - No
encounter reconciliation schedule. . ; . Closed
to achieve required metrics.
Submitted a corrected network deficiency report showing the
number of providers used to determine access levels.
Initiated workflow for management review for accuracy prior to
GA 5/12/10 4Q network submission deficiencies. Yes submlssmni and modified report logic tq remove duplicates  5/12/10 - 7/31/10 CAP _ No
where possible or document reason. Utilized secret shoppers Closed
to ensure access availability and educated providers on
requirements. Reviewed online provider directory for
accuracy.
CAP actions included hiring additional staff to support PBM
GA 4/22/10 Benchmark for pharmacy calls answered Yes call center activities and an improved workflow to triage 4/22/10 - 4/30/10 CAP _ No
within 30 seconds in Feb 2010 not met. member and provider calls. Made training improvements to | Closed
the health plan and PBM call centers.
GA 3/18/10 Sgbmltted hospital statistical and No Financial 16,000 No
reimbursement report late. Penalty
PBM hired and trained additional pharmacy call center staff
and revised the call center skill workflow. Implemented
Call center standards for December, January,
process to transfer member related calls to the health plan 3/17/10 - 6/30/10
GA 3/17/10 and February 2010 not met for calls Yes . . . . CAP - No
o call center. Continued process improvement efforts, including Closed
answered within 30 seconds. . R .
work groups to support prior authorization reviews and P&P
reviews for the pharmacy call center.
GA 1/21/10 Deficiencies in Q3 2009 GeoAccess Yes Reviewed the provider file for duplicates identified by the state|1/21/10 - 2/16/10 CAP _ No

submission

and completed an audit to correct the data.

Closed
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Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Dates Sanction Admin.
State Date Description CAP Description and Status Type Amount Proceed.
2Q12 performance requirements for claims Tra!ned add!t!onal staff to assist with claims |_nve_ntor|es. 10/31/12 - ) .
. L Trained additional call center resources and instituted an Financial
IN 10/31/12|processing and call center timeliness not Yes . o L . 6/28/13 9,457 No
met ongoing hiring strategy to address attrition trends and provide Closed Penalty/CAP
’ resources in a timely manner.
Trained additional staff to assist with claims inventories and
1Q12 performance requirements for claims corrected system issues. Trained additional call center ) .
; A ) 8/6/12 - 11/6/12 | Financial
IN 8/6/12 processing and call center timeliness not Yes [resources and enhanced the call routing system to route calls Closed Penalty/CAP 10,421 No
met. at a designated time threshold to the back up site that has ¥
additional trained capacity.
. . Corrected system issues and worked overtime to address the
4Q11 performance requirements for claims . . " ) .
; A backlog of claims. Hired additional call center resources, 7/3/12-10/3/12  Financial
IN 7/3/12 processing and call center timeliness not Yes ) 9,457 No
met cross trained current employees to handle member calls, and Closed Penalty/CAP
’ hired an additional manager.
IN 413/10 Performgnce requirements for encounter data No Financial 400 No
submissions not met. Penalty
Network deficiency for urban hospitals, Expedited provider file loading so provider network files would 3/11/14 - 3/26/14
KY 3/11/14 dermatologists, psychiatrists, and Yes |be more accurate. Plan outreached to several dermatologist Closed CAP - No
cardiologists. groups.
. . Enacted protocols to ensure provider data submitted was
MD 7/22/13 Primary care netwc?rk appeared inadequate Yes |complete and in a format to be accepted into the State's 7/22/13 - 8/8/13 CAP - No
after the network directory clean-up. Closed
database.
CAP addressed three areas. Preauthorization Determinations:
Recruited management staff; review and tracking of pre-
service timeframes.
Adverse Determination Notification: Assessed and improved
Preauthorization decisions and adverse correspondence workflows. Revision of UM Timeliness Audit 5/1/13 - 12/31/13
MD 5/1/13 L L Yes L : . L . CAP - No
determination notifications late. Policy: Revised the policy to indicate review of Closed
preauthorization decisions and notifications to monitor
compliance with state specified timeliness standards on a
quarterly basis and report the results to the QM committee
quarterly.
Performance improvement project did not AGP performed detailed barrier and intervention analysis and 11/8/10 -
MD | 11/8/10 P proj Yes pe y 12/22/10 CAP - No
meet PIP requirements. resubmitted the PIP.
Closed
MD 11/5/10 V_al_ue-Ba_sed Purchasing Program No Financial 3,097,563 No
disincentives. Penalty
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Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Dates Sanction Admin.
State Date Description CAP Description and Status Type Amount Proceed.
New enrollments in 1 county discontinued Deficiency
MD 8/12/10 because of OB/GYN access requirements. No Notice No
Implemented significant process improvements for appeals,
i complance vl standrc o
MD 5/11/10 |delegated entity oversight, credentialing and Yes |. . . 9 o 9 P y 12/31/10 CAP - No
L I . improving audits and monitoring to better gauge performance
recredentialing and utilization review not met. ) . . Closed
over the year. Also improved documentation of the Quality
Committee's activities to oversee its delegates.
CAP submitted to the State on 8/18/14 pending approval.
Failure to refer tort and casualty cases to the Amerigroup disputed this allegation and submitted evidence
NJ 7/18/14 y Yes |of past tort referrals. Proposed a submission process that will | 7/18/14 - ongoing | CAP - No
state. . o ) . .
deliver better communication with the State unit handling tort
cases.
N 7/7/14 Failure to appoint dental director. Yes E.V|dence was submltted to the State on 8/1/14 that a dental | 7/7/14 - 8/1/14 CAP _ No
director had been hired. Closed
Implemented process to verify that member ID cards are
NJ 5/22/14 | Plan D behavioral health co-payment error. Yes |accurate and contractually compliant during an internal audit 5/22/14 - ongoing | CAP - No
review twice a year.
Implemented an additional internal control to remove NJ
A vendor conducted an unapproved post call members from the data file sent to the vendor who made non-
NJ 3/7/14|survey after being told not to by the health Yes |compliant survey calls. The vendor implemented an additional 3/7/14 - ongoing |CAP - No
plan. control to review for and remove any NJ members from call
samples.
Enrollee appeal acknowledgement letters Implemented additional quality assurance checks to ensure
NJ 1/29/14 . pp . . 9 Yes |that member acknowledgement letters are consistently 1/29/14 - ongoing | CAP - No
failed to meet required timeframe. .
generated and issued to members.
Implemented additional provider and member outreach to
N 12/30/13 Deficiencies found in 2013 CAHPS. Yes increase mem_ber sahsfac_hon and utilization measures. The 12/39/13 - CAP _ No
CAP also outlined work with our dental vendor on provider ongoing
recruitment and access issues.
NJ 6/14/13 Excess denied capitation encounters. No Financial 104,559 No
Penalty
Initiated multiple provider education, member education, and
N 5/23/13 2012 provider satisfaction survey deficiencies Yes pharmacy education initiatives to increase overall provider 5/23/13 - ongoing CAP _ No

identified.

satisfaction as measured by the annual provider satisfaction
survey.
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CAP Dates Sanction Admin.
State Date Description CAP Description and Status Type Amount Proceed.
N 2/26/13 Excessive duplicate encounters in December No Financial 4733 No
2012. Penalty
Overall, the health plan scored 98% on this audit and
S e demonstrated strong performance. Addressed actions 3/28/13 -
NJ 2/15/13 Deficiencies |dent|f|gd n 2012 IPRO annual Yes needed to address low measures were minimal in the HEDIS [12/31/13 CAP - No
assessment categories. . - . W
work plan, including interventions and a monitoring and Closed
oversight plan.
NJ 10/5/12 Excessive duplicate encounters for No Financial 82 843 No
September 2012. Penalty ’
N 7/9/12 Excessive duplicate encounters in June No Financial 2,831 No
2012. Penalty
NJ 6/8/12 Techr?lcelll errorin a 5010 fllg forma.t . No Closed Financial 248,522 No
submission resulted in duplicate rejections. Penalty

The CAP included: EPSDT member outreach activities;
reviewing and updating Clinical Practice Guidelines and
notifying providers of updates; using several methods to
Yes |improve members' understanding of their benefits and 4/30/12 - ongoing | CAP - No
preventive care/wellness programs; improving formulary
information and pharmacy prior authorization response time;
and improving disease management provider engagement.

Annual provider satisfaction survey identified

NJ 4/30/12 - .
deficiencies.

5011 annual assessment identified The CAP included making changes to the recredentialing 51112 -

NJ 3/28/12 S S L Yes |process to ensure timely recredentialing of providers and the |12/31/12 CAP - No
deficiencies in credentialing/recredentialing. : ) . .
inclusion of the required documentation. Closed
N 2/8/12 EPSDT and lead screening standards for CY No Financial 18,129 No
2009 not met. Penalty
Engaged the dental vendor to resolve deficiencies. Monitored
EPSDT requirements reqarding medical the dental vendor to ensure that the following actions were
NJ 9/24/11 q 9 9 Yes |taken: modified denial letter to address "medical necessity"  9/24/11 - ongoing | CAP - No

necessity and state directives not met. and implemented a process to contact dentists when a lack of

required documentation would impact the determination.

Encounter data submission monitoring
NJ 6/23/11 |evaluation for May 2011 and November 2010 No Withhold 16,673 No
found deficiencies.

RFP # 305PUR-DHHRFP-BH-MCO-2014-MVA Section E — Page 56



Medicaid Affiliates--Non-Compliance with Contract Terms

State

Amerigroup Louisiana, Inc.

Date

Description
Encounter data submission monitoring

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP? CAP Description

CAP Dates
and Status

Sanction

Type

Financial

Amount

Admin.
Proceed.

NJ 6/23/11 |evaluation for May 2011 and November 2010 No 17,919 No
C Penalty
found deficiencies.
Encounter data submission for April 2011 and .
NJ 5/24/11 October 2010 insufficient. No Withhold 16,705 No
Encounter data submission for April 2011 and Financial
NJ 5/24/11 October 2010 insufficient. No Penalty 2,194 No
Encounter data submission for March 2011 Financial
N 4/2011 and September 2010 insufficient. No Penalty 5,390 No
Encounter data processing benchmarks for Financial
N 7 February 2011 and August 2010 not met. No Penalty 17,126 No
Additional information requested by state not Provided the state with internal audit sample sizes, screen
NJ 2/18/11 . q y Yes |shots of the care management system, and a description of  2/18/11 - ongoing | CAP - No
provided. )
how the health plan will conduct outreach to members.
NJ o171 Encounter data'l subr.m'ssmn for January 2011 No Withhold 34,463 No
and July 2010 insufficient.
Encounter data submission for January 2011 Financial
NJ 217 and July 2010 insufficient. No Penalty 7,763 No
N 2/2/11 Benchr'narl'( for EPSDT Screenings and lead No Financial 36,616 No
screening in 2008 not met. Penalty
Provided additional detail on how care managers assist in
Additional information reauested by state not coordinating well visits, lead screenings, and vaccinations.
NJ 1/10/11 rovided q y Yes |Also provided information on how we develop care plans with ' 1/10/11 - ongoing |CAP - No
P ’ input from the members, providers, and community agencies,
when appropriate.
Return of withhold for failure to meet .
N 12/16/10 encounter data benchmarks for SFY10. No Withhold -36,110 No
Withhold assessed for failure to meet .
N 12/16/10 encounter data benchmarks for SFY11. No Withhold 17,658 No
N 12/16/10 Encounter data benchmarks for SFY11 not No Financial 557 No
met. Penalty
N 12/15/10 FalIL{re to implement CAPs with providers as No Def!C|ency _ No
required. Notice
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Date

Description
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CAP Description

The CAP included efforts to renew negotiations with the

CAP Dates
and Status

Sanction

Type

Amount

Admin.
Proceed.

N 11/22/10 QeoAccess for. hospltal and FQHC networks Yes hospltal. Hosp!tal adequacy issues gre gompllcated by . 11/22/10 - CAP _ No
in 1 county deficient. having only a single acute care hospital in the county and it  jongoing
refuses to participate with the health plan.
The CAP included establishing a credentialing department at
. . o the health plan to track all aspects of the process, including 11/22/10 -
NJ 11/22/10 EQRO c_)n_sne annual a_uqlt 'de“?'f!ed . Yes |follow-up activities with providers to correct deficient 12/31/11 CAP - No
credentialing/recredentialing deficiencies. L S T
applications and establishing clear processing timeframes, Closed
and close coordination with Corporate Credentialing.
N 11/10/10 rEnnetiounter data benchmarks in SFY11 not No Withhold 35,825 No
NJ 10/13/10 Credit/Refund of withhold from March 2010 No Withhold 35,205 No
and September 2010.
Analyzed member EPSDT services on a monthly basis and
conducted outreach to members and their provider with
. overdue services. Sent reports to providers listing members
NJ 10/13/10 APril 2010 EQRO care management and lead  yoo 1 their panel missing EPSDT services. Established 5/10/11 - ongoing  CAP - No
case management standard not met. . . o o
interdepartmental workgroup to coordinate activities. Modified
process to create care plans for members in lower acuity
groups.
N 9/14/10 Encognter <_:la_1ta submission for February No Withhold 78.966 No
2010 insufficient.
N 8/17/10 Encogqter data submission for January 2010 No Withhold 28,883 No
insufficient.
N 8/9/10 Encognter <_:la_1ta submission for December No Withhold 10,699 No
2009 insufficient.
N 712110 Return of previously withheld funds for failure No Withhold 72,161 No
to meet encounter data benchmarks.
The CAP included efforts to renew negotiations with the
N 6/10/10 Request for revised hospital network and Geo Yes hospital. I-!ospltgl adequacy issues ar.e rqutlne due to the fgct 6/21/10 - ongoing CAP _ No
Access concerns. that there is a single acute care hospital in the county and it
refuses to participate with the health plan.
N 6/2/10 Encounter data submission for October 2009 No Withhold 43,468 No

insufficient.
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Medicaid Affiliates--Non-Compliance with Contract Terms

State

Amerigroup Louisiana, Inc.

Date

Description
Identification and monitoring of members

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Description
Proposed new process to exchange full names and

CAP Dates
and Status

Sanction

Type

Amount

Admin.
Proceed.

N 5/28/10 needing care management insufficient. Yes identification numbers to improve member match. 6/15/10 - ongoing CAP B No
NJ 5/26/10 Provider network deficiencies. Yes The CAP included a recruitment plan for the provider network. 6/23/10 - ongoing | CAP - No
NJ 5/25/10 GeoApce;s of .P'CPs and PCDs in multiple Yes Implemen'te.d a comprehgnswe recruitment plan for primary 6/30/10 - ongoing CAP B No
counties insufficient. care physicians and dentists.
The CAP included efforts to renew negotiations with the
N 5/21/10 GeoAccess concerns for hospital network Yes hospital. I—!ospltgl adequacy issues are rqutme due to the fgct 6/4/10 - ongoing | CAP _ No
and 1 county. that there is a single acute care hospital in the county and it
refuses to participate with the health plan.
EPSDT and lead screening standards for CY Financial
N 5/6/10 2007 not achieved. No Penalty 81,150 No
Evaluation of encounter data submission for Deficiency
N 4/27/10 September 2009 inadequate. No Notice B No
N 3/25/10 Complet'eness benchmarks for encounters No Withhold 28,661 No
processing for August 2009 not met.
N 3/3/10 Encognter qgta for January 2010 and June No Withhold 14,362 No
2009 insufficient.
. . Financial
NJ 12/10/09 Maximum denial rate for May 2009 exceeded.  No Penalty 14,217 No
Maximum duplicate denial rate encounter Financial
N 11/12/09 data benchmark for April 2009 exceeded. No Penalty 14,603 No
Maximum duplicate encounter rate Financial
N 10/15/09 benchmark for March 2009 exceeded. No Penalty 36,627 No
. . . . . . 9/30/09 -
N 9/30/09 Primary care dentist standards in 2 counties Yes Submitted a CAP response that evidenced a complete cure of 10/30/09 CAP _ No
not met. the two deficiencies.
Closed
Maximum duplicate encounter data Financial
N 9/18/09 benchmark for February 2009 exceeded. No Penalty 2,732 No
NM 10/16/13 | Failure to pay claims timely and accurately. No Eg?glffl 25,000 No
. Ran authorization reports that included the LOC dates and
Personal care option processes for level of . . o - 9/20/13 -
- . delivered to each provider. Notified the providers that the new
NM 9/20/13 care closures and authorization for services Yes , 11/22/13 CAP - No
. . MCOs would honor the member's plan of care as noted on
not in compliance. Closed

the report.
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State

Amerigroup Louisiana, Inc.

Date

Description

Outstanding encounters from 2011 and 2012

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Description

Revised encounter tracking tool so that dollars were not
overstated; corrected outpatient Medicare crossover claims

CAP Dates
and Status

8/9/13 - 12/31/13

Sanction

Type

Amount

Admin.
Proceed.

NM 8/9/13 not submitted per contract requirements. Yes issue; corrected duplicate edit rejection; and resolved errors | Closed CAP B No
for specific codes.
As requested, developed and submitted a response work plan
Identification of unresolved claims issues for on the Sta'te s template 'to resolve t.he corrective action. The 3/7/11 - 12/31/13
NM 3/7/11 . . . Yes |work plan included sections for claims processes and system, CAP - No
Indian Health Services and Tribal 638. . L . ) . Closed
staff information; information on inaccurately reimbursed
claims; policies and procedures, and provider education.
Individual service plan template and various Actlgns including re-education of our staff and dgployment of 2/1/11 -12/31/13
NM 2/1/11 ; L Yes |service needs assessments and data capture with new mobile CAP - No
documentation deficiencies. Closed
technology.
Claims processing, medical care credit/cost . . . . . .
share reduction. and coordination of Claims monitors and reviews nursing facility claims volumes 1/22/10 - 9/29/10
NM 1/22/10 . 0 Yes |greater than 10 days old on a daily basis and sends reports to CAP - No
benefits/Medicare crossover payments . ) Closed
S other functional areas for review.
deficiencies.
CAP activities included adding additional information to the
- - . ! . . 10/24/12 -
Audit in policies and procedures and the member handbook regarding requirements of a written Notice
NV 10/24/12 . e o Yes } . . ! . . 2/21/13 CAP - No
member handbook identified deficiencies. of Action, continuation of benefits, and continuation of Closed
benefits while appeal is pending.
NV 12/1/10 Health care cost containment fee submitted No Financial 5,000 No
late. Penalty
Required revisions to submitted CAP The health plan terminated the p_Ian s contract with the d(_ental 5/27/10 - 2/17/11
NV 5/27/10 S . - Yes |vendor and entered a contract with a new vendor to provide CAP - No
regarding issues with dental provision. . \ Closed
dental benefits to the plan's members.
Information submitted to satisfy this CAP included items such
. . . as policies and procedures, quick reference guides for how to )
NV 4/21/10 Reqwr_ed r_ewsmns_to submitted CAP Yes |handle the special dental benefits for pregnant women, a 421710 - 2117711 CAP - No
regarding issues with dental provision. . . LS Closed
provider office reference manual, training invites, the
Utilization Management program description, and a call script.
NV 3/19/10 Dental vendor issues with outreach, case Yes Created a refresher course for customer service and mailed a |3/19/10 - 2/17/11 CAP _ No

management, and provider payment.

letter to all providers

Closed
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Medicaid Affiliates--Non-Compliance with Contract Terms

CAP Dates Sanction Admin.
State Date Description CAP? CAP Description and Status Type Amount Proceed.
State identified ways to improve and enhance
NV 2/9/10 dental ou‘treach, case mar_1agement as well Yes Created a refre§her course for customer service and mailed a |2/9/10 - 2/17/11 CAP _ No
as resolving ongoing provider payment letter to all providers Closed
issues.
Member Services Survey found Incorrect Deficienc
NY 7/18/14 response given to member services No Notice y - No
questions.
2014 Article 44 Operational Survey - -
L . . Deficiency
NY 3/28/14 | Deficiencies found in pharmacy decision No . - No
Notice
letter.
NY o/21/14 Accuracy_ rates for 2013 provider directory No Def!mency _ No
survey failed to meet threshold. Notice
NY 12/23/13 2012 membgr services tele_phone survey No Def!mency _ No
found questions answered incorrectly. Notice
NY 12/5/13 !naccgratc_a response to three complaint No Def!mency _ No
investigations. Notice
Member services survey found representative Deficienc
NY 11/8/13 gave incorrect response to a request for No . y - No
; ) Notice
information.
NY 8/29/13 Def|'0|er'1c':|es found in the 2011 Access & No Def!C|ency B No
Availability survey. Notice
Claims payments for October 1, 2010- Financial
NY 716/13 September 30, 2012 untimely. No Penalty 27,300 No
NY 41713 Artlcle 44/49 targgted survey found one No Def!C|ency B No
inaccurate physician file. Notice
2012 provider directory survey did not meet Deficienc
NY 4/12/13  benchmark for provider participation and No . y - No
. ) . Notice
accuracy of web and printed directories.
Access and availability survey benchmark for
NY 101712 rout||je appointments, non-urgent sick No Def!mency _ No
appointments, and after hours access not Notice
met.
Benchmark for provider participation rate not Made verification calls to providers and updated files to create 1071712 -
NY  10/1/12 P particip Yes lon ca’ls 1o p P 11/30/12 CAP - No
met. accurate provider directories. Closed
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Medicaid Affiliates--Non-Compliance with Contract Terms

CAP Dates Sanction Admin.
State Date Description CAP? CAP Description and Status Type Amount Proceed.
NY 5/20/12 Q1 network submission incomplete and No Def!mency B No
inaccurate. Notice
Article 44/49 Operational Survey - governing
NY 5/8/12 authority .dld not demonstrat‘e respon§|p|llty No Def!mency _ No
for establishment and oversight of policies, Notice
management, and operations.
Article 44/49 Survey - did not correct hospital Deficienc
NY 5/8/12|contract language; contract not submitted for No Notice y - No
review and approval.
NY 5/8/12 Artlcl'e 44/49 Survey - cooling off language in No Def!C|ency _ No
hospital contract not approved by state. Notice
NY 5/8/12 Article 44/49 Survgy - Hospital contract No Def!mency B No
termed without notice to state. Notice
Approval from state to continue to provide Deficienc
NY 5/8/12 management services without a current and No . y - No
Notice
state approved agreement not requested.
NY 5/8/12 Provider Ilcenge not boa@ cgrtlfled and not No Def!mency _ No
addressed during recertification process. Notice
Approval letter could not be produced for a Deficienc
NY 5/8/12/2011/2002 and 2010/2003 contract and a No ) y - No
Notice
base contract was not fully executed.
NY 5/8/12 F_mal aqverse determination letters for dental No Def!mency _ No
did not include enrollee coverage type. Notice
Approval from state to continue to provide Deficienc
NY 3/7/12 management services without a current and No . y - No
Notice
state approved agreement not requested.
NY 210/12 Request for clinical review criteria not No Def!mency B No
responded to appropriately. Notice
NY 1/18/12 Stipulation and report required for No Def!mency 41,750 No
performance measures not met. Notice
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Medicaid Affiliates--Non-Compliance with Contract Terms

Admin.
Proceed.

CAP Dates Sanction

State Date and Status Type Amount

Description

CAP Description

3Q11 network submission did not include any

Deficiency

NY 11/22/11 |physician, nurse, dental or therapy providers No . No
. ; Notice
for certain counties.
NY 11/4/11 Prlptgd apd electronic provider directory No Def!uency No
deficiencies. Notice
Marketing monitoring identified lack of Retrained and coached employee on marketing procedures. 217111 - 7/25/11
NY 7/7/11 | presentation at scheduled site and failure to Yes |The compliance department conducted a secret shopper Closed CAP No
communicate all required information. survey to confirm that the issue was corrected.
. o s . Retrained and coached employee on marketing procedures. )
NY 6/7/11 Marketlng monitoring _|den_t|f|ed fall_u reto Yes | The compliance department conducted a secret shopper 6/7/11 - 771/ CAP No
communicate all required information. : ) Closed
survey to confirm that the issue was corrected.
. o o . Retrained and coached employee on marketing procedures. )
NY 5/10/11 Marketmg monitoring '|den't|f|ed faﬂy reto Yes |The compliance department conducted a secret shopper S0/ - 6/17/11 CAP No
communicate all required information. . . Closed
survey to confirm that the issue was corrected.
Marketing monitoring identified lack of Retrained and coached employee on marketing procedures. 41811 - 7111
NY 4/18/11 |presentations at scheduled sites and failure Yes | The compliance department conducted a secret shopper Closed CAP No
to communicate all required information. survey to confirm that the issue was corrected.
Marketing monitoring identified lack of Retrained and coached employee on marketing procedures. 4/6/11 - 6/23/11
NY 4/6/11 | presentations at scheduled sites and failure Yes |The compliance department conducted a secret shopper Closed CAP No
to communicate all required information. survey to confirm that the issue was corrected.
NY 4/5/11 Ina'ppropna'te final adverse determination No Def!C|ency No
notice was issued. Notice
Responsibility for establishment and .~
) - Deficiency
NY 4/5/11 | oversight of the policies, management and No . No
. L Notice
overall operation demonstrated deficiencies.
NY 4/5/11 Provider contrqct gmdelme§ and standard No Def!mency No
clause appendix noncompliance. Notice
Responsibility for establishment and .
) - Deficiency
NY 3/25/11 |oversight of the policies, management and No Notice No

overall operation demonstrated deficiencies.
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Medicaid Affiliates--Non-Compliance with Contract Terms

CAP Dates Sanction Admin.
State Date Description CAP Description and Status Type Amount Proceed.
NY 3/25/11 Prlptgd apd electronic provider directory No Def!mency No
deficiencies. Notice
Marketing monitoring identified lack of Retrained and coached employee on marketing procedures. 3/15/11 - 4/14/11
NY 2/15/11 presentations at scheduled sites and failure Yes |The compliance department conducted a secret shopper Closed CAP No
to communicate all required information. survey to confirm that the issue was corrected.
NY 21111 Ext'er.nal gppeal filing information No Def!C|ency No
deficiencies. Notice
Marketing monitoring identified lack of Retrained and coached employee on marketing procedures. 3/15/11 - 4/14/11
NY 1/14/11 presentations at scheduled sites and failure Yes |The compliance department conducted a secret shopper Closed CAP No
to communicate all required information. survey to confirm that the issue was corrected.
NY 1/5/11 Notlflgatlon of board member resignation No Def!mency No
submitted late. Notice
Marketing monitoring identified lack of Retrained and coached employee on marketing procedures. 1/28/11 - 2/28/11
NY 12/21/10 |presentations at scheduled sites and failure Yes |The compliance department conducted a secret shopper Closed CAP No
to communicate all required information. survey to confirm that the issue was corrected.
External appeal filing information deficiencies Deficienc
NY 11/23/10 and grievance procedure requested by not No . y No
. Notice
submitted.
. N s Retrained and coached employee on marketing procedures. 12/28/10 -
NY 11/19/10 Marketmg monitoring |dent|f|gd lack for Yes |The compliance department conducted a secret shopper 1/28/11 CAP No
presentations at scheduled sites. . .
survey to confirm that the issue was corrected. Closed
Marketing monitoring identified lack of Retrained and coached employee on marketing procedures. | 10/29/10 -
NY 10/29/10 |presentations at scheduled sites and failure Yes |The compliance department conducted a secret shopper 11/29/10 CAP No
to communicate all required information. survey to confirm that the issue was corrected. Closed
Provider network submission included
) . . ) ) . ) . 10/12/10 -
providers with professional licenses revoked, Reviewed provider data and updated files, provided formal
NY 10/12/10 ) Yes ) . 11/1/10 CAP No
surrendered, suspended or are listed as process for removal of sanctioned providers. Closed
inactive.
NY 10/5/10 Pr|r_1tgd a_nd electronic provider directory No Def!mency No
deficiencies. Notice
. o o Retrained and coached employee on marketing procedures. )
NY 10/4/10 Marketing monitoring identified lack of Yes | The compliance department conducted a secret shopper 10/4/10 - 11/4/10 CAP No

presentations at scheduled sites.

survey to confirm that the issue was corrected.

Closed
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Amerigroup Louisiana, Inc.

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Dates Sanction Admin.
State Date Description CAP Description and Status Type Amount Proceed.
NY 10/1/10 Appomtment availability survey identified No Def!C|ency _ No
failure to meet access benchmarks. Notice
Services arranged within the approved
rovider network not provided by approved 9/29/10 -
NY 9/29/10 P ) . P y app Yes |The health plan resubmitted the contract for state approval. |20/25/10 CAP - No
network providers; and approval for contract
. ) Closed
implementation not requested.
Correspondence with members did not meet Re-educgted the team to ensure that approved letters are 9/1/10 - 9/17/10
NY 9/1/10 ) Yes |used during correspondence with members and the manager CAP - No
contract requirements. . . ) Closed
reviews all service request letters as appropriate.
NY 8/24/10 Prov_|der network deficiencies and No Def!mency _ No
requirements not met. Notice
. . N The delegated vendor addressed missing demographic )
NY 8/19/10 Me'rr?ber'wqh complaint determination not Yes |information in a member letter and the health plan monitored 8/19/10 - 9/8/10 CAP - No
notified in timely manner. . Closed
the process to prevent recurrence of issue.
. o s . Retrained and coached employee on marketing procedures. )
NY 8/9/10 Marketmg monitoring .|den.t|f|ed faﬂy reto Yes | The compliance department conducted a secret shopper 8/9/10 - 9/9/10 CAP - No
communicate all required information. : ) Closed
survey to confirm that the issue was corrected.
NY 714/10 State telephone surveys result_ed in Incorrect No Def!mency _ No
responses for the same question. Notice
Marketing monitoring identified failure to Retrained and coached employee on marketing procedures. 21310 - 8/13/10
NY 7/13/10 communicate all required information and Yes |The compliance department conducted a secret shopper CAP - No
. . . . Closed
marketing at an unscheduled site. survey to confirm that the issue was corrected.
Marketing monitoring identified failure to Retrained and coached employee on marketing procedures. 6/9/10 - 7/9/10
NY 6/9/10| communicate all required information and Yes | The compliance department conducted a secret shopper CAP - No
) . : . Closed
lack of presentation by the representatives. survey to confirm that the issue was corrected.
NY 6/4/10 Claims f_rom October 2008 to September No Def!mency 43,500 No
2009 paid late. Notice
Marketing monitoring identified failure to Retrained and coached employee on marketing procedures. 6/18/10 - 7/18/10
NY 5/26/10 make a presentation, failure to sign in and Yes | The compliance department conducted a secret shopper CAP - No

marketing at an unscheduled site.

survey to confirm that the issue was corrected.

Closed

RFP # 305PUR-DHHRFP-BH-MCO-2014-MVA

Section E — Page 65




Medicaid Affiliates--Non-Compliance with Contract Terms

State

Amerigroup Louisiana, Inc.

Date

Description

Provider network submittal did not reflect all

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Description

Resubmitted the provider network report to include all
providers with signed contracts and established a report

CAP Dates
and Status

5/11/10 - 9/30/10

Sanction

Type

Amount

Admin.
Proceed.

NY 511710 signed contracts. Yes review process. The plan's Provider Relations department Closed CAP B No
recruited additional specialists for the network.
Marketing monitoring identified failure to Retrained and coached employee on marketing procedures. 517/10 - 6/17/10
NY 4/15/10 communicate all required information and not| Yes |The compliance department conducted a secret shopper CAP - No
. . : . Closed
being present at a marketing table. survey to confirm that the issue was corrected.
NY 3/23/10 Artlcl'e' 44/49 .O'perr—jltlonal survey statement No Def!mency _ No
identified deficiencies. Notice
. N - . Retrained and coached employee on marketing procedures. }
NY 3/17/10 Marketmg monitoring '|den't|f|ed faﬂyre to Yes |The compliance department conducted a secret shopper 8/17/10 - 4/17/10 CAP - No
communicate all required information. : . Closed
survey to confirm that the issue was corrected.
NY 3/16/10 Provider network directory participation rate Yes Made verlflcatllon cglls to prowders and updated files to create 4/7/10 - 5/21/10 CAP _ No
benchmark not met. accurate provider directories. Closed
. N o . Retrained and coached employee on marketing procedures. )
NY 2/17/10 N'Iarlfetlng mo'mtorlng |dent|f|gd fa'| Iyre .to Yes |The compliance department conducted a secret shopper 8/10/10 - 4/10/10 CAP - No
distribute business cards or identification. : . Closed
survey to confirm that the issue was corrected.
Marketing monitoring identified failure to Retrained and coached employee on marketing procedures. 12/28/09 -
NY 12/28/09 communicate all required information and a Yes | The compliance department conducted a secret shopper 1/28/10 CAP - No
no-show at a scheduled site. survey to confirm that the issue was corrected. Closed
NY 12/1/09 All s!gned contracts for provider network not Yes Rew_ewed provider dataZ added additional contracted 12/17/09 - 1/5/10 CAP _ No
provided. providers and updated files. Closed
Benchmarks for encounter data submittal not Implemented policies and procedures to ensure that all 11/25/09 -
NY 11/25/09 met Yes |encounter submissions are timely with regard to both claims |12/31/09 CAP - No
’ submissions and payment. Closed
Marketing monitoring identified failure to Retrained and coached employee on marketing procedures. 12/8/09 - 1/8/10
NY 11/13/09 communicate all required information and Yes |The compliance department conducted a secret shopper CAP - No
) e : . Closed
lack of identification tag. survey to confirm that the issue was corrected.
. o s . Retrained and coached employee on marketing procedures. )
NY 10/14/09 Marketing monitoring identified failure to Yes | The compliance department conducted a secret shopper 11/3/09 - 12/3/09 CAP - No

communicate all required information.

survey to confirm that the issue was corrected.

Closed
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State

Amerigroup Louisiana, Inc.

Date

Description

Marketing monitoring identified failure to

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Description

Retrained and coached employee on marketing procedures.

CAP Dates
and Status

12/8/09 - 1/8/10

Sanction

Type

Amount

Admin.
Proceed.

NY 8/25/09 : o ) Yes | The compliance department conducted a secret shopper CAP - No
communicate all required information. : ) Closed
survey to confirm that the issue was corrected.
. o Engaged the pharmacy department to draft and implement a }
OH 3/27/13 narmacy claims edits incorrectly excluded v .o 5 Ap “which included validating the status of current edits and o2/ 15 - 683013 [ cap - No
drugs on Medicaid drug list. - . Closed
establishing a process to ensure future compliance.
Failed to submit required delegation - .
OH 3/5/13 documentation within the required Yes Implemented staff retraining and updated internal procedures. 3(’3/|F;/S1e3d 6/30/13 CAP _ No
timeframes.
Took measures to target increased utilization during the next
OH 2/20/13 Q3 SFY12 clinical performance and access Yes measurement penqd', |nclud|qg outreach to non-ppmpllant 2/20/13 - 6/30/13 CAP _ No
measures not met. members for the clinical quality measures, specifically Closed
working to improve access to care.
OH 2/4/13|Provider network deficiency. No Financial 1,000 No
Penalty
. . . Engaged the pharmacy department to correct prior ) ) .
OH 1/10/13 Failure to remove prior auth denial language Yes |authorization denial language. Submitted language to the 171013 - 6/30/13 | Financial 10,000 No
and adhere to CAP. Closed Penalty/CAP
state on 2/6/13.
The pharmacy department reviewed all denial reasons to
confirm that the language indicates that the decision was
Issuance of state hearing rights to non- based on a medical necessity review. Management reviewed 1/10/13 - 6/30/13
OH 1/10/13 members during the prior authorization denial |  Yes | all state prior authorization requests and drafted all specific Closed CAP - No
process noncompliant. member denial language until a full review of denial reasons
was completed and changes implemented. In addition, the
age edit for long acting stimulants was removed.
High risk care management performance Deficienc
OH 12/12/12standard for July through September 2011 No Notice y - No
not met.
OH 10/23/12 | Provider network deficiency. No zsggeency - No
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State

Amerigroup Louisiana, Inc.

Date

Description

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Description

The pharmacy department reviewed all denial reasons to
confirm that the language indicates that the decision was
based on a medical necessity review. Management reviewed

CAP Dates
and Status

Sanction

Type

Amount

Admin.
Proceed.

OH 8/3/12 Medfcally-necessary Medmmd_ covered Yes |all state prior authorization requests and drafted all specific 8/3/12 - 6/30/13  |Financial 10,000 No
services to members not provided. . . . . Closed Penalty/CAP
member denial language until a full review of denial reasons
was completed and changes implemented. In addition, the
age edit for long acting stimulants was removed.
OH 6/22/12 Gr|eyance and appeals processmg Yes |Retrained staff and updated internal procedures. 6/22/12 - 6/30/13 | Financial 5,000 No
requirements non compliant. Closed Penalty/CAP
OH 4/27/12|Provider panel deficiency. No Financial 2,000 No
Penalty
Associate provided inaccurate information to ) .
OH 3/5/12|a member regarding the state hearing Yes |Retrained staff and updated internal procedures. 3/5/12 - 6/30/13  |Financial 5,000 No
Closed Penalty/CAP
process.
The pharmacy department enhanced the quality check on the
. ) . community mental health center files to include a data file
Exception to prior auth requirements for . . A ) )
o - . quality review process. Activities included file analyses, file 3/1/12 - 6/30/13
OH 3/1/12|psychiatrists practicing at community mental Yes . . . . CAP - No
provider quality assurance, pharmacy quality/compliance Closed
health centers non-adherence. . . . . h
oversight, and a new daily antipsychotics and antidepressants
denial report.
Enhanced pharmacy education to address TPL issues; issued
Pharmacy Step-by-Step instructions to educate pharmacies
on TPL overrides and billing procedures; instituted a PBM
. . _ Help Desk Communication for any calls from pharmacies with 2/14/12 - 6/30/13 | Financial
OH 2/14/12 Provision of prescribed medication delayed. Yes TPL questions; and developed a system message screen to |Closed Penalty/CAP 5,000 No
assist pharmacists with the billing/claim issues. Also added
additional oversight of PBM processes via regularly
scheduled meetings to address issues.
OH 2/1/12 Provider network deficiencies. No Financial 2,000 No
Penalty
Received clarification of accurate turnaround time standards
Requirement to provide outpatient drugs for calculation, and held follow-up discussions with the
OH 1/23/12 within twenty-four hours of the initial request Yes pharmacy vendor and staff to confirm turnaround time 1/23/12 - 6/30/13 CAP _ No

not met.

calculation compliance. Received turnaround time reports and
held regular calls with the pharmacy vendor to ensure
compliance.

Closed
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Amerigroup Louisiana, Inc.

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Dates Sanction Admin.
State Date Description CAP Description and Status Type Amount Proceed.
High risk care management performance Deficienc
OH 1/18/12 measures for the April-June 2011 reporting No . y - No
. Notice
period not met.
Notification requirements for claims payment 11/29/11 - Financial
OH 11/29/11 q pay Yes |Retrained staff and updated internal procedures. 6/30/13 5,000 No
system errors not met. Penalty/CAP
Closed
The CAP included process improvements to identify
CY10 clinical performance measures noncomphapt members earlier, to work with members and 11/7/11 - 6/30/13
OH 11/7/11 . . Yes |enroll them into case management program as needed, and CAP - No
noncompliant with state contract standards. . . . . . Closed
to work with providers to identify members who would qualify
for these criteria.
OH 11/4/11 Provider panel deficiency. No Financial 1,000 No
Penalty
OH 8/26/11 Notification requirements for claims payment Yes |Retrained staff and updated internal procedures. 8/26/11 - 6/30/13 CAP - No
system errors not met. Closed
OH 8/23/11 Annual ASH audit resulted in deficiencies. No EZ:;E"“' 16,000  No
Review determined that the issue is based on low utilization
4Q10 encounter data volume standard and not encounter data submission issues. Documented 6/21/11 - 6/30/13
OH 6/21/11 Yes . L . CAP - No
measurement not met. measures to increase utilization during the next measurement Closed
period.
OH 5/16/11 EPSDT review for medical necessity and use Yes |Retrained staff and updated internal procedures. 5/16/11 - 5/16/13 CAP - No
of form requirements not met. Closed
. . . . 5/9/11 - 5/9/13 Financial
OH 5/9/11|Access related grievances resolved untimely. . Yes | Retrained staff and updated internal procedures. Closed Penalty/CAP 20,000 No
OH 4/29/11 CYQQ Emergen_cy dep_artment d|vers_|o_n No Def!mency _ No
regional statewide review results deficient. Notice
Improved case management processes to work with
members identified as possible emergency department over-
CY09 Emergency department diversion utilizers; hospital and provider outreach and processes to 4/29/11 - 4/29/13
OH 4/29/11 . ) ) . Yes S : - CAP - No
regional statewide review results deficient. transfer daily information on emergency department utilizers; Closed
and follow-up with the case management team to identify
alternatives to care.
OH 41411 CY09 high risk care managemen_t _ No Def!mency _ No
performance measures were deficient. Notice
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OH 41411 CY09 high risk care managemeqt ' No Def!mency B No
performance measures were deficient. Notice
Took measures to target increased utilization during the next
measurement period through process improvements to
OH 3/16/11 CY09 chm_cal performance measures Yes identify noncor_nphant members earlier; working with members | 3/16/11 - 3/16/13 CAP _ No
noncompliant. to enroll them into case management program as needed, Closed
and working with providers to identify members who would
qualify.
OH 3/16/11 CY09 chm_cal performance measures No Def!mency _ No
noncompliant. Notice
OH 21011 CY08 cllnl'cal performance measures No Def!C|ency B No
noncompliant. Notice
OH 2/2/11|Provider network deficiencies. No Financial 4,000 No
Penalty
Assigned members to PCPs that had Financial
OH 1/25/11 |previously been identified as not accepting No Penalt 30,000 No
new members. y
OH 12/23/10 Prov@er agreement signature page No Financial 300 No
submitted late. Penalty
OH  12/16/10 Provider network deficiencies. No Financial 2,000 No
Penalty
EQRO comprehensive administrative review 11/16/10 -
OH 11/16/10 /. o prenen Yes |Retrained staff and updated internal procedures. 11/16/12 CAP - No
identified deficiencies.
Closed
Resolution of claims-related grievances and 11712710 -
OH 11/12/10 ) °d grié Yes |Retrained staff and updated internal procedures. 11/12/12 CAP - No
appeals did not meet required timeframes. Closed
Grievance reporting activity including ) ) .
OH 8/18/10 |insufficient information and failure to report Yes |Retrained staff and updated internal procedures. 8/18110 - 8/18/12 |Financial 20,000 No
) . Closed Penalty/CAP
member grievances noncompliant.
OH 716/10 ASH docu'mentatlon/clalms processing Yes Reviewed ASH requirements with the claims department and |7/10/10 - 7/10/12 | Financial 34,000 No
noncompliant. educated staff. Closed Penalty/CAP
Member services representatives failed to ) .
OH 6/30/10 adequately assist members in finding a Yes |Retrained staff and updated internal procedures. 6/30110 - 6/30/12 | Financial 20,000 No
Closed Penalty/CAP

needed provider.
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oversight to ensure that covered services are not denied and
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6/29/10 - 6/29/12
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Admin.
Proceed.

OH 6/29/10 . Yes |that the reason codes on complaint forms are compliant. Held 10,000 No
noncompliant. . . . Closed Penalty/CAP
routine meetings, at least monthly, for 6 months with the
dental vendor to verify compliance.
Generic provider number usage rate and the Deficienc
OH 6/14/10 vision encounter data standard from October No ) y - No
r Notice
to December 2009 noncompliant.
OH 6/14/10 | Corrective action plan not followed. No Financial 10,000 No
Penalty
OH 6/14/10 | Corrective action plan not followed. No Financial 10,000 No
Penalty
OH 6/2/10| Corrective action plan not followed. No Financial 5,000 No
Penalty
. . . . 5/4/10 - 5/4/12 Financial
OH 5/4/10| Corrective action plan not followed. Yes |Retrained staff and updated internal procedures. Closed Penalty/CAP 5,000 No
Provision of inaccurate information to health The dental vendor evaluated the eligibility data file exchange, 4126/10 - 4/26/12
OH 4/26/10 |care providers, members, or any eligible Yes |updated internal processes to provide reconsideration of CAP - No
R L ) . . Closed
individuals. eligibility before denying claims, and retrained staff.
OH 4/13/10 | Incorrect use of state hearing forms. Yes |Retrained staff and updated internal procedures. é/lligé) -4nsn2 CAP - No
OH 4/12/10|Provider panel deficiency. No Financial 1,000 No
Penalty
OH 4/8/10 Reqwreq coples (.)f state hearing appeal Yes |Retrained staff and updated internal procedures. 4/8/10 - 4/8/12 CAP - No
summaries submitted late. Closed
OH 4/1/10| Accreditation report submitted late. No Financial 200 No
Penalty
OH 3/30/10 State hearing appeal summary submitted No Financial 700 No
late. Penalty
OH 3/30/10 State hearing appeal summary submitted No Financial 800 No
late. Penalty
. . . Implemented a new internal automated contract processing
OH 3/4/10 Delegation documentation requirements for Yes |system to track vendor agreements and trigger the State 8/410 - 3/4/12 CAP - No

vendor contract noncompliant.

approval process.

Closed
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OH 2/24/10 Provider complaint response submitted late. No Elg:;f;al 700 No
OH 1/22/10 Children's complaint response submitted late..  No 'I;Z:;;(t:;/al 1,000 No
OH 12/23/09 Provider panel deficiency. No Financial 2,000 No
Penalty
OH 11/17/09 Provider complaint response submitted late. No EE:;f;al 4,800 No
OH 9/21/09 Encounter data volume requirements not No Def!mency _ No
met. Notice
OH 8/21/09 Provider panel deficiency. No Financial 3,000 No
Penalty
OH 8/5/09 3Q08 and 4QO§ gncounter data benchmark No Def!mency B No
for dental and vision not met. Notice
. Financial
SC 8/30/12/4Q11 claims benchmarks not met. No 155,768 No
Penalty
™ 7/28/14 Failed to‘ submit dllser?rollment request after No Financial 22,000 No
member's NF admission. Penalty
™ 7/8/14 Incomplete response to a reconsideration of No Financial 1,000 No
a denied service. Penalty
™ 7/3/14 Untimely member notification of a UM denial.  Yes The .CAP'lncIuded root clause analy§|§ leading to the revision 7/3/14 - 8/29/14 CAP B No
of a job aid tool and employee re-training. Closed
™ 6/30/14 Subm|SS|op of incorrect quarterly No Financial 3,500 No
transportation report. Penalty
™ 6/30/14 Insufficient information s'u'bmltted for member No Financial 2.000 No
reassessment and transition. Penalty
™ 6/30/14 Insufficient information s_u_bmﬂted for member No Financial 2,000 No
reassessment and transition. Penalty
™ 6/30/14 Insufficient information s'u'bmltted for member No Financial 2.000 No
reassessment and transition. Penalty
™ 6/30/14 Insufficient information s_u_bmﬂted for member No Financial 2,000 No
reassessment and transition. Penalty
™ 6/30/14 Insufficient information s'u'bmltted for member No Financial 2.000 No
reassessment and transition. Penalty
™ 6/30/14 Insufficient information s_u_bmﬂted for member No Financial 2,000 No
reassessment and transition. Penalty
™ 6/30/14 Insufficient information s'u'bmltted for member No Financial 2.000 No
reassessment and transition. Penalty
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™ 6/30/14 Insufficient information s'u'bmltted for member No Financial 2.000 No
reassessment and transition. Penalty
TN 6/5/14 | Failure to timely disenroll member. No Financial 3,000 No
Penalty
™ 6/5/14 Late submission of a level of care No Financial 2,500 No
assessment. Penalty
™ 6/5/14 Insufficient information s_u_bmﬂted for member No Financial 2,000 No
reassessment and transition. Penalty
. . Financial
TN 6/5/14|Untimely forwarding of an appeal response. No Penalty 3,500 No
™ 5/9/14 Fall_ed to _exe_:cute prompt notification of an No Financial 1,000 No
accident/incident. Penalty
TN 5/9/14|Failure to meet complaint deadline. No Financial 100 No
Penalty
™ 5/9/14 Late submission of a level of care No Def!mency _ No
assessment. Notice
The CAP included implementation and distribution of a
External review of EPSDT services found Provider Tool Kit that addressed EPSDT periodicity, 5/7/14 - 5/23/14
TN 5714 . ) . . Yes |performing targeted education to providers who were non- CAP - No
deficiency in health education documentation. ) ) . ) Closed
compliant, and adding EPSDT education to provider
orientation materials.
Outreach to providers refusing to participate, communication
™ 4/8/14 Telephone number accuracy failed to meet Yes about thganon to parhglpate in surveys, correction and 4/8/14 - 6/12/14 CAP _ No
benchmark. resubmission of the provider enrollment, and use of a data Closed
vendor to improve data accuracy.
Deficiencies in network for SNF, Thg ‘CAP included outreach efforts to contrac_t \{wth providers 4/3/14 - 5/5/14
TN 4/3/14 Yes |to join the network and correction of data sufficiency errors CAP - No
dermatology, and pest control. L . . Closed
that caused a false deficiency in these categories.
TN 3/25/14 Defective notice of action. No Financial 500 No
Penalty
PIP for CAHPS - member responseto The CAP included revised verbiage to the CAHPS member  3/18/14 - 4/4/14
TN 3/18/14 smoking cessation did not achieve validation Yes . CAP - No
survey and correction of measurement values. Closed
status of met.
™ 0/24/14 Documentatlop fguled tq dernpnstrate review No Financial 1,000 No
of care plan within required timeframes. Penalty
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Failed to meet reprocess claims within 60 The CAP mcluc{ed revising t_he rate upda.te policy and . 2/24/14 - 3/12/14

TN 2/24/14 Yes |procedure and implementation of a tracking tool to monitor CAP - No
days after rate update. Closed

rate updates.
TN 1/31/14 Failure to complete level of care assessment. No ';2:;3&“ 2,000 No
TN 1/29/14 Failure to initiate disenrollment for member. No Financial 1,000 No
Penalty

™ 114/14 4Q13 provider data survey results did not No Financial 5,000 No
meet the telephone number benchmark. Penalty
Failure to meet provider enrollment file The CAP included outreach to identified providers to confirm 12/26/13 - Financial

TN 12/26/13 P Yes |participation and demographic information. Additionally, 12/10/13 5,000 No
accuracy rates for telephone numbers. . Penalty/CAP

engaged vendor to improve data accuracy. Closed

™ 12/26/13 Subcgntr_actor_ failed to provide approved No Financial 7,570 No
supplies in a timely manner. Penalty

™ 12/4/13 Auqlt for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty

™ 12/4/13 Au<_:l|t for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty

™ 12/4/13 Auqlt for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty

™ 12/4/13 Aut_:ht for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty

™ 12/4/13 Auqlt for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty

™ 12/4/13 Aut_:ht for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty

™ 12/4/13 Auqlt for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty

™ 12/4/13 Aut_:ht for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty

™ 12/4/13 Auqlt for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty

™ 12/4/13 Aut_:ht for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty

™ 12/4/13 Auqlt for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
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™ 12/4/13 Auqlt for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
™ 12/4/13 Aut_:ht for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
™ 12/4/13 Auqlt for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
™ 12/4/13 Aut_:ht for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
™ 12/4/13 Auqlt for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
™ 12/4/13 Aut_:ht for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
™ 12/4/13 Auqlt for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
™ 12/4/13 Aut_:ht for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
™ 12/4/13 Auqlt for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
™ 12/4/13 Aut_:ht for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
™ 12/4/13 Auc'ilt for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
™ 12/4/13 Aut_:ht for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
™ 12/4/13 Auc'ilt for Oct 2012 fognd failure to issue No Financial 500 No
notice of adverse action. Penalty
Financial
TN 11/27/13 | Late response to adhoc report request. No Penalty 2,500 No
TN 11/26/13 Failure to issue notice of adverse action. No Financial 500 No
Penalty
TN 11/26/13 |Failure to issue notice of adverse action. No Financial 500 No
Penalty
™ 919/13 Required benchmark for prompt pay rate not No Financial 10,000 No
met. Penalty
TN 9/4/13 Program audit identified deficiencies. No Financial 7,500 No
Penalty
™ 9/4/13 Required benchmgrk for. g!alms payment No Financial 35,000 No
accuracy for nursing facilities not met. Penalty
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™ 9/4/13 Required benchmgrk for. (lzllalms payment No Financial 25,000 No
accuracy for nursing facilities not met. Penalty
™ 9/4/13 Monthly transportation utilization report No Financial 1,300 No
submitted late. Penalty
Semi-annual critical incidents audit identified The CAP included provider education regarding timely 7/25/13 - 8/31/13
TN 7/25/13 e Yes |reporting and corrective measures for non-compliant CAP - No
two late notifications. . : e . . . Closed
providers. Also revised the Critical Incident reporting policy.
. . Outreach to providers refusing to participate, communication
2Q13 provider data survey results did not about obligation to participate in surveys, correction and 7/9/13 - 9/4/13 Financial
TN 7/9/13 meet telephone number accuracy Yes L . 5,000 No
resubmission of the provider enrollment, and use of a data Closed Penalty/CAP
benchmark. .
vendor to improve data accuracy.
Auit o it recucon st complace
™ 6/24/13 identified several instances of non- Yes . 9 pro » - 8N%a 4031713 CAP - No
. . . . provider newsletter article. Also revised the DRA monitoring
compliance with provider education. Closed
process.
Face-to-face care coordination standard for Financial
TN 6/17/13 members admitted to a NF not met for Oct No 1,000 No
Penalty
and Nov 2012.
™ 6/17/13 Adhot_: report relating to a member appeal No Financial 2,000 No
submitted late. Penalty
™ 5/21/13 Submission of the fraud plan a_n(_j policies and No Financial 400 No
procedures was late and insufficient. Penalty
The CAP included activities to conduct barrier analysis,
. . identify trends associated with missed appointments, and )
TN 5/1/13 Rqulred benchmark for post discharge Yes |identify interventions to increase adherence. Also assessed SA/13 - 12/31/13 CAP - No
services report not met. . . ) . Closed
member outreach materials and reviewed member incentive
program.
Outreach to providers refusing to participate, communication
™ 4/8/13 1Q13 provider data survey results did not Yes about obligation to participate in surveys, correction and 4/8/13 - 5/31/13 | Financial 5000 No
meet the benchmark for accuracy. resubmission of the provider enrollment, and use of a data Closed Penalty/CAP ’
vendor to improve data accuracy.
™ 3/21/13 Adhog report relating to a member appeal No Financial 1,000 No
submitted late. Penalty
™ 3/21/13 Adverse action notice c_hd not include No Financial 500 No
reference to the exclusion rule. Penalty
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™ 3/21/13 Adhog report related to a member appeal No Financial 500 No
submitted late. Penalty
™ 2113 Annual ql_Jahty _audlt requested CAP that was No Financial 6,000 No
not submitted timely. Penalty
The CAP included provider outreach to providers refusing to
4Q12 provider data survey results did not par_tlcpate, gene_ra_l prov_lder co_mmumcatlon to relnf(_)rce their
obligation to participate in provider surveys, correctionand |1/10/13 - 3/1/13
TN 1/10/13 meet telephone number accuracy Yes e . CAP - No
resubmission of the provider enrollment, and use of a data Closed
benchmark. ; o .
vendor to improve the accuracy of missing and/or incomplete
information.
™ 12/6/12 Adhoc week!y deliverable regarding: BH CPT No Financial 100 No
codes submitted late. Penalty
Revised the QI/QM Program Description template to address 11/27/12 -
™ 11/27/12 2012 Q_uallty and UM program d_e_scrlpnons, Yes each of the required elements and det_a|l the 3 3/31/13 CAP _ No
evaluations, and work plans deficient. system/processes that support each item. Also modified the Closed
program evaluation template to add a barrier analysis section.
- . Continued contracting efforts to meet geo access 11/13/12 -
TN 11/13/12 Oct 12 Gqugce;s report indicated provider Yes |requirements for identified services in two counties and 12/5/12 CAP - No
network deficiencies. . .
corrected a system configuration error. Closed
Transportation vendor did not meet prompt Financial
™ 10/23/12 pay standards for June 2012. No Penalty 10,000 No
- . Continued contracting efforts to meet geo access
TN 10/8/12 sQi2 Geo/—\_cc_:ess_ report indicated provider Yes |requirements for identified services in one county and 10/8/12 - 11/8/12 CAP - No
network deficiencies. ) . Closed
corrected a system configuration error.
. . Outreach to providers refusing to participate, communication
8Q12 provider data survey results did not about obligation to participate in surveys, correction and 10/5/12 - 12/5/12 | Financial
TN 10/5/12|meet telephone number accuracy Yes . . 5,000 No
resubmission of the provider enrollment, and use of a data Closed Penalty/CAP
benchmark. ;
vendor to improve data accuracy.
. . - Our transportation vendor implemented a live response to all
TN 9/25/12 Transp_ortahon vendor po_hcy deficiency Yes calls for after-hours service and hired and trained staff to 9/25/12 - 9/26/12 CAP - No
regarding weekend/evening hours. . . . Closed
answer and take immediate action on all after-hours calls.
™ 911/12 Transportatlop vendor submitted response to No Financial 100 No
a request for information late. Penalty

RFP # 305PUR-DHHRFP-BH-MCO-2014-MVA

Section E — Page 77




Medicaid Affiliates--Non-Compliance with Contract Terms

State

Amerigroup Louisiana, Inc.

Date

Description
Transportation vendor did not have current

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Description

CAP Dates
and Status

Sanction

Type

Financial

Amount

Admin.
Proceed.

TN 9/5/12 vehicle inspections on file for one of its No 6,000 No
Penalty
vendors.
™ 9/5/12 ?01? care coordination did not meet No Financial 5.000 No
timeliness measures. Penalty
. Our transportation vendor updated the vehicle inspection
July 2012 nonemergency transportation PR ) . . )
) e e . . listing, instituted an electronic tracking mechanism for vehicle 9/5/12 - 9/12/12
TN 9/5/12|vehicle listing identified vehicles with overdue | Yes |. . . . CAP - No
. . information and documentation, and provided proof of Closed
inspections. . . .
inspection for two vehicles.
™ 9/4/12 1'012' care coordination did not meet No Financial 39,500 No
timeliness measures. Penalty
™ 8/21/12 Transportation vendor submitted a deficient No Financial 2,400 No
monthly status report. Penalty
- Continued contracting efforts to meet geo access
TN 8/19/12 July .2012 GeoAccesls'rep(.)rt indicated Yes requirements for identified services in one county and 8/19/12- 9/7/12 CAP - No
provider network deficiencies. . . Closed
corrected a system configuration error.
. . . Financial
TN 8/8/12| An approved service was not provided timely. No Penalty 18,000 No
Score for overall provider satisfaction Training for call center staff, continued provider face-to-face \7/17/12 -
TN 71712 P Yes |contact efforts through town hall and onsite visits, and 12/31/12 CAP - No
decreased from 2010. . . - .
increased provider communication efforts via newsletters. Closed
June 2012 provider file identified provider The GAP included contracting efforts with a residential abuse 7,15 _ g/g/12
TN 7110/12 L Yes |treatment facility and transportation availability for any CAP - No
network deficiencies. o S, Closed
remaining GeoAccess deficiencies.
™ 7/9/12 There were missed shifts for a member's No Financial 4,282 No
care. Penalty
. . Outreach to providers refusing to participate, communication
2Q12 provider data survey results did not about obligation to participate in surveys, correction and 7/9/12 - 8/29/12 | Financial
TN 7/9/12 ' meet telephone number accuracy Yes L . 5,000 No
resubmission of the provider enrollment, and use of a data Closed Penalty/CAP
benchmark. ;
vendor to improve data accuracy.
™ 7/5/12 Pemngnt mgdlcal records in response toa No Financial 500 No
reconsideration request not included. Penalty
™ 7/5/12 Besponse to a reconsideration request was No Financial 500 No
incomplete. Penalty
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The CAP included contracting efforts with a residential abuse
May 2012 provider file identified provider treatment facility, transportation availability for any remaining 6/8/12 - 7/3/12
TN 6/8/12 R . Yes T ) ! . CAP - No
network deficiencies in specialty areas. GeoAccess deficiencies, and reconfiguration of a provider Closed
enroliment file.
™ 6/7/12 Member's request to change MCOs not No Financial 8,000 No
addressed. Penalty
™ 6/7/12 Copy of medical criteria not included in the No Financial 1,000 No
response to a member appeal request. Penalty
™ 6/7/12 Meml?er reconsideration request response No Financial 1,000 No
submitted late. Penalty
™ 6/7/12 Memper reconsideration request response No Financial 500 No
submitted late. Penalty
™ 6/7/12 Meml?er reconsideration request response No Financial 1,000 No
submitted late. Penalty
™ 6/7/12 Memper reconsideration request response No Financial 1,000 No
submitted late. Penalty
™ 6/7/12 Meml?er reconsideration request response No Financial 500 No
submitted late. Penalty
™ 6/7/12 Ad_vt_erse actlo_n Igtter issued without the No Financial 500 No
official legal citation. Penalty
™ 6/4/12 Resporjse tq a rgquest for medical No Financial 1,000 No
reconsideration incomplete. Penalty
Critical incidents audit identified deficiencies The CAP included new management processes fomore 5545 79,15
TN 5/25/12 . . Yes |properly categorize critical incidents, internal staff education CAP - No
regarding management and reporting. - . ) L Closed
and training, and provider education and training.
The CAP included the development of a subcommittee to
Performance standard for post discharge review adherence rates and monitor trends and outreach to AL
N 517/12F o P 9 Yes . ence ; . 12/31/13 CAP - No
services not met. providers to identify barriers. It also included the development Closed
of tracking mechanisms.
. o Continued contracting efforts to meet geo access
TN 5/9/12 Ap”l. 2012 GeoAccegs_ repo rtindicated Yes |requirements for identified services in one county and 5/9/12 - 7/3/12 CAP - No
provider network deficiencies. . . Closed
corrected a system configuration error.
TN 4/25/12 Rejected encounters resubmitted late. No Financial 300 No
Penalty
™ 4/23/12 Auc'ilt.ed 2011 Disclosure of Ownership forms Yes The pAP |'ncluded the submission of new and corrected 4/23/12 - 5/10/12 CAP _ No
deficient. provider disclosure forms. Closed
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TN 4/16/12Annual report submitted late. No Financial 300 No
Penalty
TN 4/16/12Annual report submitted late. No Financial 300 No
Penalty
TN 4/16/12Annual report submitted late. No Financial 300 No
Penalty
TN 4/16/12Annual report submitted late. No Financial 300 No
Penalty
TN 4/16/12Annual report submitted late. No Financial 300 No
Penalty
TN 4/16/12Annual report submitted late. No Financial 300 No
Penalty
TN 4/16/12Annual report submitted late. No Financial 300 No
Penalty
. . Outreach to providers refusing to participate, communication
1Q12 provider data survey results did not about obligation to participate in surveys, correction and 4/11/12 - 6/4/12 | Financial
TN 4/11/12 meet telephone number and address Yes L . 5,000 No
resubmission of the provider enrollment, and use of a data Closed Penalty/CAP
accuracy benchmark. .
vendor to improve data accuracy.
The CAP included contracting efforts with residential abuse
1Q12 GeoAccess report identified provider treatment facility, transportation availability for any remaining 4/5/12 - 5/4/12
TN 4/5/12 L Yes L ) . . CAP - No
network deficiencies. GeoAccess deficiencies and reconfiguration of a provider Closed
enroliment file.
. . . . Our transportation vendor changed its reporting policies to i
TN 4/5/12 Transportatlop accident involving a member Yes |require notice to Amerigroup within 4 hours of any accident or 4/5/12 - 4/10/12 CAP - No
not reported timely. L . ; CS Closed
incident with claimed injuries.
The CAP included outreach to providers explaining 3/30/12 -
™ 3/30/12 2011 ASH Audit identified noncompliant Yes apprgprlate use of ASH forms, revision of cIa}ms processmg 10/31/12 Financial 6,000 No
records. policies and procedures, and recoupment of improperly paid Penalty/CAP
) Closed
ASH claims.
TN 3/22/12 | Rejected encounters resubmitted late. No Financial 300 No
Penalty
™ 3/15/12 Feb 2012 GeoAccess report identified Yes The CAP included reconfiguration of the provider enrollment 3/15/12 - 4/16/12 CAP _ No

provider network deficiencies.

file.

Closed
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State
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Date

Description

Jan 2012 GeoAccess report identified

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Description

The CAP included contracting efforts with an adult day care
facility and two residential treatment centers for child and

CAP Dates
and Status

2/17/12 - 3/15/12

Sanction

Type

Amount

Admin.
Proceed.

™ 2nrnz provider network deficiencies. Yes adolescent services. It also included transportation availability | Closed CAP B No
for any remaining deficiencies.
™ 1/19/12/3Q11 pharmacy report submitted late. No Eg:;‘t’;a' 3200  No
™ 1/18/12 Request for rgcon3|derat|on of a medical No Financial 500 No
appeal submitted late. Penalty
™ 1/18/12 Respgnse to a prior authorization request No Financial 5,000 No
submitted late. Penalty
The CAP included the effective date in which 4010 claims
. would no longer be accepted and submission of weekly 1/12/12 - 1/20/12
™ 1/12/12 5010 not implemented by Jan 2012. Yes reports of claims accepted/rejected for both 4010 and 5010  Closed CAP No
claims.
. . Outreach to providers refusing to participate, communication
4Q11 provider data survey results did not about obligation to participate in surveys, correction and 1/12/12 - 7/5/12 |Financial
TN 1/12/12/meet telephone number accuracy Yes L . 5,000 No
resubmission of the provider enrollment, and use of a data Closed Penalty/CAP
benchmark. .
vendor to improve data accuracy.
™ 110/12 Extension for the quarterly cost and utilization No Financial 100 No
summary requested late. Penalty
The CAP included contracting efforts with an adult day care
Extension for the quarterly cost and utilization facility and two residential treatment centers for child and 1/10/12 - 2/4/12
TN 1/10/12 Yes ) ) . - CAP - No
summary requested late. adolescent services. It also included transportation availability Closed
for any remaining deficiencies.
™ 1/9/12 Reylgw of provider flle |de:n.t|f|ed |r.1f.o.rmat|on Yes The CAP included reconfiguration of the provider enroliment |1/9/12 - 2/4/12 CAP _ No
deficiencies for assisted living facilities. file. Closed
New member and referral processes The CA'.D Included tracking r_ngcham_sms to ensure t|meI¥ 1/512 - 2/6/12
TN 1/5/12 ) Yes |completion of face-to-face visit requirements and education of CAP - No
compliance level of 90% not met. - Closed
enrollment and care coordination staff.
The CAP included monthly management review of care
TN 1/4/12 Enrollee record review identified deficiencies. | Yes coordinator chart documentation against standards and 1/412 - 2/3/12 CAP - No

issuance of employee corrections as necessary. The CAP
also included care coordinator staff education and training.

Closed
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Date

Description

Attachment E.3-1: Medicaid Affiliates — Non-Compliance with Contract Terms

CAP Description
The CAP included a new management concurrent review

CAP Dates
and Status

Sanction

Type

Amount

Admin.
Proceed.

Audit identified deficiencies regarding rocess to ensure proper categorization of critical incidents 12715711 -
TN 12/15/11 ' management and notifications of critical Yes P h prop €9 »5/15/12 CAP - No
o implementation of new tracking tool, and staff
incidents. - . Closed
training/education.
The CAP included contracting efforts with two residential 12/14/11 -
Nov 2011 GeoAccess report identified treatment centers for child and adolescent services and
TN 12/14/11 ; L Yes : ; : ) . 1/17/11 CAP - No
provider network deficiencies. reconfiguration of the Provider Enrollment File. Also included
. - L . Closed
transportation availability for any remaining deficiencies.
TN 12/6/11 Quarterly report submitted late. No Financial 100 No
Penalty
TN 12/6/11 Weekly report submitted late. No Financial 100 No
Penalty
TN 12/6/11 Weekly report submitted late. No Financial 100 No
Penalty
TN 11/30/11 Weekly report submitted late. No Financial 800 No
Penalty
TN 11/30/11 Quarterly report submitted late. No Financial 800 No
Penalty
TN 11/16/11 Quarterly report submitted late. No Financial 1,000 No
Penalty
™ 11/7/11 Appr'oved private duty nursing services No Financial 576 No
provided late. Penalty
TN 11/4/11 Quarterly report submitted late. No Financial 100 No
Penalty
™ 11/4/11 Appr.oved hqme health aide and private duty No Financial 21,343 No
nursing services provided late. Penalty
Outreach to providers refusing to participate, communication
. . o - . . 10/13/11 - ' .
3Q11 provider data survey results did not about obligation to participate in surveys, correction and Financial
TN 10/13/11 Yes L ; 12/12/11 5,000 No
meet two benchmarks. resubmission of the provider enrollment, and use of a data Closed Penalty/CAP
vendor to improve data accuracy.
The CAP included contracting efforts with two residential 10/7/11 -
™ 10/7/11 3Q11 Geo/—\_cc;ess_ reports identified provider Yes Freatment centers fqr child gnd.gdolescent services. It also 12/12/11 CAP _ No
network deficiencies. included transportation availability for any remaining Closed
deficiencies.
™ 8/25/11 Approved skilled nursing services not No Financial 32,300 No
provided to a member. Penalty
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CAP Dates Sanction Admin.
State Date Description CAP? CAP Description and Status Type Amount Proceed.
Transportation vendor did not meet claims Financial
™ 8/24/11 prompt pay standard for June 2011. No Penalty 10,000 No
™ 8/15/11 Annugllquahty sur\(ey auc.ilt - submitted No Financial 27,500 No
insufficient corrective action plan. Penalty
Approved home health care services not Financial
TN 8/11/11 ) No 4,534 No
provided. Penalty
™ 811/11 March 2011 claims payment accuracy not No Financial 20,000 No
met. Penalty
™ 8/8/11 Respgnse to the state on a member appeal No Financial 4,000 No
submitted late. Penalty
The CAP included: dissemination of letters to deficient
. - . providers soliciting information on any barriers to
Chart reviews showed defI|C|ent prow.der documenting EPSDT service deliver; distribution of 8/4/11 - 12/15/11
TN 8/4/11 records in vision and hearing screening Yes . L . : CAP - No
documentation educational materials; provider alert educational Closed
’ communications; and adding EPSDT information to provider
website.
™ 8/2/11 Qompleted reconsideration form not provided No Financial 500 No
in response to a member appeal. Penalty
™ 7/22/11 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
2Q11 provider data survey results did not Outreach Fo p.rowders re.:fl.Jsmg .to participate, communlcatlon . .
about obligation to participate in surveys, correction and 7/12/11 - 9/6/11 | Financial
TN 7/12/11 'meet telephone number accuracy Yes L . 5,000 No
resubmission of the provider enrollment, and use of a data Closed Penalty/CAP
benchmark. .
vendor to improve data accuracy.
Corrected a configuration error in the provider enroliment file;
2Q11 GeoAccess review identified provider began contracting efforts with a rural hospital; and added 7/7/11 - 9/6/11
TN 7/7/11 Y Yes : ) CAP - No
network deficiencies. surrounding county prenatal providers. Also addressed Closed
transportation availability for any remaining deficiencies.
™ 6/22/11 Notice qf _actlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 6/16/11 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
. s The CAP included outreach to providers for contracting
TN 6/14/11 May 2011 Geo Access Report identified Yes |purposes and transportation availability for any remaining 614711 - 7/18/11 CAP - No

provider network deficiencies.

deficiencies.

Closed
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CAP Dates Sanction Admin.
State Date Description CAP? CAP Description and Status Type Amount Proceed.

™ 6/8/11 Sep 2010 claims payment benchmark not No Financial 10,000 No
met. Penalty

™ 6/3/11 Payment benchmark for claims in Oct 2010 No Financial 20,000 No
not met. Penalty

™ 6/3/11 Payment benchmark for claims in Nov 2010 No Financial 10,000 No
not met. Penalty

™ 6/3/11 Claims payment accuracy standard for Oct No Financial 10,000 No
2010 not met. Penalty

™ 6/3/11 Approvgd pnvatg duty nursing and home No Financial 3,567 No
health aide service not provided. Penalty

™ 6/3/11 Prompt pay benchmark for claims in Sep No Financial 10,000 No
2010 not met. Penalty

. . Financial
TN 6/2/11|Approved home health services not provided. No Penalty 4,943 No

The CAP included tracking tools, monitoring policy, provider 5/31/11 - 8/8/11
TN 5/31/11 | Annual quality audit identified deficiencies. Yes |and member outreach communication, securing a braille CAP - No

member handbook for availability, and internal staff training. Closed
™ 5/25/11 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 5/25/11 Respo_nse toa request for reconsideration of No Financial 500 No
a medical appeal incomplete. Penalty
™ 518/11 Approval for psychiatric nursing services not No Financial 3,900 No
completed. Penalty
TN 5/4/11 3Q09-4Q09 audit '|dent|f|ed lack of acc?urate Yes |Delivered five corrected provider disclosures. 5/4/11 - 5/19/11 CAP - No
or requested provider disclosures on file. Closed

Implemented a member confirmation screening process,

Jan 2011 audit identified improvement added a field to tracking process, conducted internal training |4/21/11 - 6/30/11

™ 421711 needed in documentation and timeliness. Yes to reiterate referral requirements, and implemented an Closed CAP B No
internal quality auditing process.

™ 41311 Informgnon in response to a state request No Financial 500 No
regarding an appeal incomplete. Penalty

™ 41311 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
Benchmark for claims payment accuracy for Financial

™ 418/ LTC for Dec 2010 not met. No Penalty 25,000 No
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CAP Dates Sanction Admin.
State Date Description CAP Description and Status Type Amount Proceed.
™ 413/11 F)opy of Qenlal for home health services not No Financial 500 No
included in an appeal response. Penalty
™ 41311 Notice qf _actlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 41311 Claims payment accuracy rates for 1Q11 not No Financial 5,000 No
met. Penalty
™ 411211 1Q11 Geo/—\_cgess_ analysis identified provider Yes The QAP mclude_d contracting efforts with surrounding county 4/12/11 - 5/25/11 CAP _ No
network deficiencies. providers to service member needs. Closed
TN 4/6/11 Timely correction of encounters not met. No Financial 2,500 No
Penalty
Outreach to providers refusing to participate, communication
. . o about obligation to participate in surveys, correction and ) ) .
TN 4/4/11 10.11. prqwder data survey results identified Yes |resubmission of the provider enrollment, and provider website 4/4/11 - 6/10/11 | Financial 5,000 No
deficiencies. I ) . Closed Penalty/CAP
change to facilitate provider update of demographic
information.
TN 3/30/11 Reconsideration response submitted late. No EE:;f;al 3,000 No
™ 310/11 Respgnse to a request for information No Financial 500 No
submitted late. Penalty
TN 3/10/11 | Reconsideration response issued late. No Financial 1,000 No
Penalty
™ 310/11 Besponse to a request for information No Financial 500 No
incomplete. Penalty
TN 3/10/11 | Appointment for enrollee not provided. No Financial 1,000 No
Penalty
TN 3/10/11 | Reconsideration response incomplete. No Financial 500 No
Penalty
TN 3/10/11 |Reconsideration response incomplete. No Financial 500 No
Penalty
Conducted outreach to 24 hour residential treatment
(substance abuse) adult providers that do not currently
Jan 2011 GeoAccess analysis identified provide services to children and adolescents to add the 2/17/11 - 3/15/11
TN 2/17/11 . . Yes . : o ; CAP - No
provider network deficiencies. service. The plan also included credentialing hierarchy for Closed
classification of adult day cares and transportation availability
for any remaining deficiencies.
TN 2/10/11 |Reconsideration response incomplete. No EE:;f;al 500 No
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CAP Dates Sanction Admin.
State Date Description CAP Description and Status Type Amount Proceed.
TN 2/10/11 Reconsideration response submitted late. No Elg:;(t:;al 1,500 No
™ 2/8/11 Notice qf _actlon regarding a service denial No Financial 500 No
was deficient. Penalty
Implemented a member confirmation screening process,
™ 1/31/11 Nov 2010 enrollee record review benchmarks Yes adde_d a field to tracklng_ process, conc_iucted internal training [1/31/11 - 2/11/11 CAP _ No
not met. to reiterate referral requirements, and implemented an Closed
internal quality auditing process.
Claims payment accuracy for Dec 2010 did !mplemented claims staff faducatlon an'd confirmed that 1/25/11 - 2/11/11
TN 1/25/11 Yes |incorrectly processed audit sample claims were correctly CAP - No
not meet performance standard. Closed
processed.
Outreach to providers refusing to participate, communication
™ 118/11 4Q10 provider data survey results identified Yes about obligation to participate in surveys, research using 1/18/11 - 3/7/11 | Financial 5000 No
deficiencies. vendor to improve provider data, and provider website change Closed Penalty/CAP ’
to facilitate provider update of demographic information.
™ 1112/11 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 1112/11 Notice qf _actlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 1112/11 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
TN 1/12/11 Reconsideration response submitted late. No Financial 500 No
Penalty
TN 1/12/11 Reconsideration response submitted late. No Financial 500 No
Penalty
TN 1/12/11 Response to an adhoc report submitted late. No EZ::If;al 500 No
TN 1/12/11 Reconsideration response incomplete. No Financial 2,000 No
Penalty
™ 1112/11 Respgnse to reconsideration request No Financial 500 No
submitted late. Penalty
™ 1112/11 Notice qf gctlon regarding a service denial No Financial 2,000 No
was deficient. Penalty
4Q10 GeoAccess analysis identified provider The. CAP |ncIudeFi contracting efforts W'th. a rural hospital, 1/11/11 - 2/9/11
TN 1/11/11 N Yes |adding surrounding county prenatal providers, and CAP - No
network deficiencies. . S L L Closed
transportation availability for any remaining deficiencies.
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CAP Dates Sanction Admin.
State Date Description CAP Description and Status Type Amount Proceed.
. . . . - 12/17/10 -
™ 191710 Oct 2010 nongompllance for paid and Yes Implemented a tef:hn!cal solgtlon for prlcmg errors, cha.nges 118/11 CAP _ No
processed claims. to claims processing instructions, and claims staff training. Closed
Response to an adhoc report concerning Financial
™ 12/16/10 reimbursement and billing submitted late. No Penalty 2,000 No
Response to an adhoc report concerning Financial
™ 12/16/10 reimbursement and billing submitted late. No Penalty 2,000 No
. - . . ) 12/15/10 -
Nov 2010 GeoAccess analysis identified Corrected the provider enroliment file and implemented
TN 12/15/10 . L Yes ) L - S 1/14/11 CAP - No
provider network deficiencies. transportation availability for any remaining deficiencies. Closed
. . . . - 11/23/10 -
Claims payment accuracy for Oct 2010 did Implemented a technical solution for pricing errors, changes
TN 11/23/10 Yes ) oo - . o 12/710 CAP - No
not meet performance standard. to claims processing instructions, and claims staff training. Closed
Benchmarks for psychiatric hospital 30 da The CAP included explanatory factors that cause non- 11719110 -
TN 11/19/10 ma Py P Y Yes / ! plana’ory 12/7/10 CAP - No
readmissions not met. compliance with the readmission rate standard. Closed
™ 11/16/10 Response for. a request for. reconsideration of No Financial 1,500 No
appeal submitted late and incomplete. Penalty
™ 11/16/10 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 11/16/10 Respons_e to state's request for medical No Financial 500 No
records incomplete. Penalty
™ 11/16/10 Responsg to enrglleg and state's request for No Financial 500 No
provider information incomplete. Penalty
™ 11/16/10 Sche.duled an appomtment for enrollee over No Financial 500 No
90 miles from their home. Penalty
Outreach to providers refusing to participate, communication
. . - o - . . 10/26/10 - ) .
3Q10 provider data survey results identified about obligation to participate in surveys, research using Financial
TN 10/26/10 .. .~ Yes . . . . 12/6/10 15,000 No
deficiencies. vendor to improve provider data, and provider website change Penalty/CAP
e . L . Closed
to facilitate provider update of demographic information.
Outreach to provider to facilitate in The CAP included confirmation of outreach to the provider 10/22/10 -
TN 10/22/10 s P Yes |and an update that the provider's application was being 10/27/10 CAP - No
application process not conducted.
processed. Closed
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CAP Dates Sanction Admin.
State Date Description CAP? CAP Description and Status Type Amount Proceed.
TN 10/19/10 Reconsideration response incomplete. No Financial 500 No
Penalty
The CAP included improved reporting for tracking and 10719710 -
TN 10/19/10|Sept 2010 prompt pay standards not met. Yes |. P P 9 9 11/15/10 CAP - No
increased staff numbers.
Closed
™ 10/18/10 Repo[’tlng tied to a member's appeal request No Financial 200 No
submitted late. Penalty
™ 10/18/10 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
TN 10/18/10 Reconsideration response submitted late. No EZ:;@al 500 No
™ 10/18/10 Complete dqcymentatlon in support of an No Financial 2,000 No
adverse decision not provided. Penalty
. . Financial
TN 10/18/10 Rejected encounters resubmitted late. No 17,000 No
Penalty
. o . The CAP included credentialing hierarchy for the classification 10/11/10 -
TN 10/11/10 3Q10 Geo/—\cc;esg Report identified provider Yes |of adult day cares, correction of the Provider Enrollment File, |11/17/10 CAP - No
network deficiencies. . - o S
and transportation availability for any remaining deficiencies. | Closed
TN 9/24/10 Response to an adhoc report submitted late. No EZ::If;al 200 No
™ 9/24/10 Respo'nse to a request. for reconsideration of No Financial 3,000 No
a medical denial submitted late. Penalty
Incomplete response to the state's request Financial
TN 9/23/10 for reconsideration of a medical service No 2,000 No
. Penalty
denial.
™ 9/23/10 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 9/23/10 Besponse to an adhoc report was No Financial 400 No
incomplete. Penalty
Response to the state's request for Financial
TN 9/21/10 reconsideration of a medical service denial No Penalt 500 No
was incomplete. y
Response to the state's request for Financial
TN 9/21/10 reconsideration of a medical service denial No Penalty 500 No

was incomplete.
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CAP Dates Sanction Admin.

State Date Description CAP Description and Status Type Amount Proceed.

Annual essential hospital services report . . -
™ 9/8/10 rejected due to inconsistency with provider Yes The QAP included a cprrectlon and resubmission of the 9/8/10 - 9/21/10 CAP _ No
. Provider Enroliment File. Closed
enrollment file.
Claims payment accuracy for Jul 2010 failed Implemented a technical solution for pricing errors, changes 8/25/10 - 9/8/10
TN 8/25/10 Yes ) oo : . L CAP - No
to meet performance standard. to claims processing instructions, and claims staff training. Closed
Implemented daily reporting to track claims volume and aging 8/18/10 - 9/13/10
TN 8/18/10 July 2010 prompt pay standards not met. Yes |and created a new staffing model with updated production Closed CAP - No
standards.
TN 8/13/10 Annu'a'l EPSI.DT. recprd review for 2009 Yes |Implemented outreach and education to providers. 8/13/10 - 9/3/10 CAP - No
identified deficiencies. Closed
™ 2/29/10 Reql_nred notl_ce tp members _regardlng a No Financial 314,000 No
provider termination not provided. Penalty
2Q10 provider data survey results identified The GAP included outreach and education to providers, 7/21/10 - 9/22/10  Financial
TN 7/21/10 L Yes |specific outreach to providers refusing to participate in the 15,000 No
deficiencies. . . ) Closed Penalty/CAP
survey, and correction of the provider file.
The CAP included contracting efforts with a rural hospital and
™ 7/16/10 Jul 2010 prc'>v.|der'flle identified provider Yes the addmon of surroupdlng county prgnatal providers, . 7/16/10 - 8/26/10 CAP _ No
network deficiencies. correction of the provider enrollment file, and transportation  Closed
availability for any remaining deficiencies.
The CAP included contracting efforts with a rural hospital and
™ 7/16/10 2Q10 Geo Ac_ces_s report identified provider Yes the add_mon of surrou_ndlng county pre_natal providers, _ 7/16/10 - 8/26/10 CAP _ No
network deficiencies. correction of the provider enrollment file, and transportation  Closed
availability for any remaining deficiencies.
™ 713/10 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 6/30/10 Notice qf _actlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 6/30/10 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 6/30/10 Rquest for_ ret_:onS|derat|on of a medical No Financial 1,000 No
service denial incomplete. Penalty
™ 6/30/10 Respo'nse to a'reques't fqr reconsideration of No Financial 500 No
a medical service denial incomplete. Penalty
TN 6/30/10 Appropriate Grier Notice not provided. No Elg:;(t:;al 500 No
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CAP Description
Implemented daily reporting to track claims volume and aging

CAP Dates
and Status

6/21/10 - 8/15/10

Sanction

Type

Amount

Admin.
Proceed.

TN 6/21/10 May 2010 prompt pay standards not met. Yes |and created a new staffing model with updated production Closed CAP - No
standards.
™ 6/10/10 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
TN 6/10/10 Response to an adhoc report submitted late. No EE:;f;al 500 No
TN 6/10/10 Directed service provided late. No Financial 500 No
Penalty
The CAP included education of credentialing staff, revisions
™ 4/29/10 Scorlng on eIt_emenFs_of NCQA for Yes to the prm_nder dlrgctory and member handbqok, distribution 4/29/10 - 5/18/10 CAP _ No
accreditation insufficient. of the Notice of Privacy Practices annually with member Closed
handbook, and revisions to the provider website.
™ 4/28/10 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
. . . ) The CAP included outreach to providers and implementation
TN 4/28/10 P rovider demographics in provider file Yes |of a provider website that allows providers to update 4/28/10 - 6/4/10 CAP - No
inaccurate. L ) Closed
demographic information.
™ 4/27/10 Respo_nse to a_reques_t fo_r reconsideration of No Financial 500 No
a medical service denial incomplete. Penalty
Response to an adhoc report concerning Financial
™ 4/27/10 reimbursement and billing submitted late. No Penalty 3,000 No
The CAP included communication in the member newsletter,
™ 4/26/10 201'0. anqual quality survey identified process Yes rewspns to t.hc.a provider orientation process, and revisions to 4/26/10 - 6/23/10 CAP _ No
deficiencies. reporting policies and procedures for adverse occurrence Closed
reporting.
The CAP included contracting efforts with a rural hospital and
™ 4/22/10 10'1(.) prqwder data survey results identified Yes the addmon of surroupdlng county prgnatal providers, . 4/22/10 - 6/25/10 |Financial 15,000 No
deficiencies. correction of the provider enrollment file, and transportation  Closed Penalty/CAP
availability for any remaining deficiencies.
The CAP included contracting with a rural hospital;
™ 4/15/10 April 2010 provider file review identified Yes addressing provider file configurations; and requesting the 4/15/10 - 6/8/10 CAP _ No

network deficiencies.

application of community standards and where access
standards were not met, provided transportation to members.

Closed
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CAP Dates Sanction Admin.
State Date Description CAP? CAP Description and Status Type Amount Proceed.

TN 4/14/10 | Authorized DME services not provided. No Elg:;f;al 50,500 No

TN 4/14/10 Annual transportation report submitted late. No EZ:;f;al 700 No

TN 4/14/10 | Annual transportation report submitted late. No Elg:z;f;al 500 No
Response to a reimbursement and billing Financial

™ 471710 adhoc report submitted late. No Penalty 1,000 No

TN 3/31/10 Approved services not provided. No Financial 52,000 No

Penalty

™ 3/29/10 Re‘con3|derat|_on response to a request to No Financial 500 No

review a medical appeal incomplete. Penalty
The CAP included recoupment of claims paid for incomplete

™ 3/22/10 Audlt for ASH compliance identified Yes ASH forms, review of poI|C|e§ and procedures, re-training of  |3/22/10 - 4/30/10 CAP B No

incomplete consent form. claims analysts, implementation of a check-off process, and | Closed
provider education.

Response to a reimbursement and billing Financial

™ 3/19/10 adhoc report submitted late. No Penalty 500 No

™ 31910 Complete response to an adhoc report No Financial 2,500 No
submitted late. Penalty

™ 3/18/10 Incomplete response to a reconsideration of No Financial 500 No
a denied service. Penalty

™ 3/18/10 Incomplete response to a reconsideration of No Financial 500 No
a denied service. Penalty

™ 3/18/10 Adhot_: report for reimbursement and billing No Financial 500 No
submitted late. Penalty

™ 3/18/10 Adhog report for reimbursement and billing No Financial 500 No
submitted late. Penalty

™ 3/18/10 Notice qf _actlon regarding a service denial No Financial 500 No
was deficient. Penalty

TN 2/19/10 Rejected encounters submitted late. No Financial 700 No

Penalty

™ 2/10/10 Jan _2010 provider fI|‘e review identified Yes The CAP mf:lydeq additional contractlng to resolve identified 2/10/10 - 4/12/10 CAP _ No
provider network deficiencies.. network deficiencies and update of provider data. Closed

™ 1/27/10 Responsg toa reguest to r‘econ3|der a denial No Financial 2.000 No
of a medical service submitted late. Penalty
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™ 1/27/10 Responsg toa reguest to r.econS|der a denial No Financial 1,000 No
of a medical service submitted late. Penalty

™ 1/27/10 Resporjse to a reguest for a reconsideration No Financial 500 No
of service denial incomplete. Penalty

™ 1/27/10 Resporjse to a reguest for a reconsideration No Financial 500 No
of service denial incomplete. Penalty

TN 1/27/10 Authorized DME services not provided. No EZ:;f;al 63,000 No

TN 1/27/10 Authorized DME services not provided. No 'I;E::I(t:;/al 43,581 No

TN 1/26/10 Monthly report was submitted late. No Financial 100 No
Penalty

TN 1/26/10 Rejected encounters submitted late. No EZ:;f;al 2,600 No

The CAP included correcting provider data information,

4Q09 provider data survey results identified 1/25/10 - 3/12/10 |Financial

TN 1/25/10 deficiencies. Yes conf!rmatlon of provider participation, and distribution of a Closed Penalty/CAP 15,000 No
provider survey.
. . Research identified an issue with the state-transmitted 834 ) .
™ 1/25/10 Fiecoupment letter issued to a provider Yes file not including the current eligibility for the member in 1/25/10 - 2/1/10 | Financial 500  No
incorrectly. ; Closed Penalty/CAP
question. We cancelled the recoupment request.
Dec 2009 claims payment accuracy standard The. CAP identified a.m isolated relrr?bursement issue and 1/22/10 - 3/31/10
TN 1/22/10 Yes |instituted a new testing plan for claims payment macros and CAP - No
not met. . ; Closed
claims analyst education.
™ 1/15/10 4Q09 Geo Agces_s report identified provider Yes The CAR focu_sed on correc.:tllon of the provider qgtwork file 1/15/10 - 2/16/10 CAP _ No
network deficiencies. and configuration of a specific mental health facility. Closed
™ 12/16/09 Notice qf _actlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 12/16/09 Response to an appeal reconsideration No Financial 500 No
request submitted late. Penalty
™ 12/15/09 Notice qf _actlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 12/15/09 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
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™ 12/15/09 Response to a coordination of benefits No Financial 500 No
request submitted late. Penalty
™ 12/15/09 Response tq valid factual dispute adhoc No Financial 1,500 No
report submitted late. Penalty
TN 12/14/09 Monthly report submitted late. No Financial 200 No
Penalty
™ 11/23/09 Transportation vendor did n_ot meet Feb and No Financial 20,000 No
Mar 2009 prompt may requirements. Penalty
Response to reimbursement and billing Financial
™ 11/6/09 adhoc report submitted late. No Penalty 2,500 No
™ 11/6/09 Response tq valid factual dispute adhoc No Financial 500 No
report submitted late. Penalty
™ 11/5/09 Recons@eraﬂon response to an appeal No Financial 500 No
request incomplete. Penalty
™ 11/5/09 Recons@eratlon response to an appeal No Financial 500 No
request incomplete. Penalty
. . - The CAP included correcting provider data information, 10/21/09 - ) .
TN | 10/21/0g Q09 provider data survey results identified |y, .o o dimation of provider participation, and distribution of a | 12/18/09 Financial 15000  No
deficiencies. . Penalty/CAP
provider survey. Closed
Research identified the use of single case agreements to
Two par obstetric providers did not have meet obstetric needs for members within the service area 10/20/09 -
TN 10/20/09 | 'O Par obstetric provi ) Yes ; ne ‘ T 12/17/09 CAP - No
admission privileges with a par facility. We required the two physicians to stop accepting new Closed
patients.
™ 10/7/09 3Q09 Geo Ac_ces_s report identified provider Yes |<_:lent|f|ed _data issues based on demogr_aph|c updates at the  10/7/09 - 12/3/09 CAP _ No
network deficiencies. time the file was pulled; corrected data issues. Closed
Acceptable corrective action plan to address Financial
TN 9/23/09 the annual quality survey results submitted No 16,300 No
Penalty
late.
S " Completed CAP included additional provider auditing and
TN 9/23/09 EPSPT Beoord Review identified Yes |education, outreach events, and increased member 9/23/09 - 1/15/10 CAP - No
deficiencies. o Closed
communications.
™ 9/22/09 Notice qf _actlon regarding a service denial No Financial 500 No
was deficient. Penalty
Response to a reimbursement and billing Financial
™ 9/22/09 adhoc report submitted late. No Penalty 500 No
™ 9/4/09 Respons_e toa re_que_st to reconsider a denial No Financial 3,000 No
of a medical service incomplete. Penalty
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Response to a reimbursement and billing Financial
™ 9/4/09 adhoc report submitted late. No Penalty 6,000 No
Response to a reimbursement and billing Financial
™ 9/4/09 adhoc report submitted late. No Penalty 6,000 No
TN 9/4/09 | State-required notice not issued. No Financial 500 No
Penalty
™ 9/3/09 Notice qf _actlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 9/1/09 Proqf of compllance for receipt of medical No Financial 500 No
services not included. Penalty
Required elements in a notice of adverse Financial
TN 9/1/09 | action regarding a medical service request No 500 No
. Penalty
not included.
™ 9/1/09 Resporjse toa reql_Jest to reconsider a denial No Financial 500 No
of medical service incomplete. Penalty
™ 9/1/09 Notice qf gctlon regarding a service denial No Financial 500 No
was deficient. Penalty
™ 9/1/09 Notice qf _actlon regarding a service denial No Financial 500 No
was deficient. Penalty
TN 8/27/09 Response to an appeal request incomplete. No Elg:z;gal 500 No
™ 8/27/09 4Q08 claims payment accuracy benchmark No Financial 10,000 No
not met. Penalty
™ 8/10/09 Annual performance improvement report No Financial 600 o
incomplete. Penalty
™ 6/2/14 Fallure to re!n_state services after Fair No Financial 62,250 No
Hearing decision. Penalty
TX 6/2/14|Inaccurate member complaints report. No Financial 400 No
Penalty
Conducted refresher training and coached employees
. . regarding appeal processing and workflow and timeliness i } .
TX 6/2/14 Member appeals processing failed to meet Yes |standards. Put monitoring in place and collection of monthly 6/2/14 - 8/31/14  |Financial 100 No
performance standard. . oo ) Closed Penalty/CAP
appeal report detail for quarterly report submission to confirm
2 consecutive quarters of compliance.
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Conducted refresher training and coached employees
regarding appeal processing and workflow and timeliness
L . 6/2/14 - 8/31/14
Yes |standards. Put monitoring in place and collection of monthly CAP - No
. o ) Closed
appeal report detail for quarterly report submission to confirm
2 consecutive quarters of compliance.

Member appeal performance standards

IR 6/2/14 below standard.

Conducted refresher training and coached employees

regarding appeal processing and workflow and timeliness

Member appeal performance standards 6/2/14 - 8/31/14 | Financial

X 6/2/14 below standard. Yes |standards. Put mqnltorlng in place and collegthn of monthly Closed Penalty/CAP 300 No
appeal report detail for quarterly report submission to confirm
2 consecutive quarters of compliance.
™ 6/2/14 Claims processing failed to meet 30 day No Financial 2,000 No
performance standard. Penalty
™ 6/2/14 Claims processing failed to meet 30 day No Financial 5,000 No
performance standard. Penalty

Continued increased oversight of appealed claims and

submits monthly detail to the state, though non-compliance is

FY2013 Q2 claims processing did not meet 6/2/14 - 8/31/14 | Financial

X 6/2/14 30 day performance standard. Yes | primarily due to 9xtreme|y low denomlnatqrs 'for some thg Closed Penalty/CAP 8,000 No
measures. Continue monthly report submissions to confirm 2
consecutive quarters of compliance.
™ 6/2/14 Q2 encounter regon0|llat|on fell outside of No Financial 1,000 No
performance variance standard. Penalty
™ 6/2/14 Q2 out of network_ut|||zat|o_n was higher than No Financial 7,500 No
allowed for outpatient services. Penalty
™ 6/2/14 Q2 out of network' utlllzathn was higher than No Financial 7,500 No
allowed for outpatient services. Penalty
™ 6/2/14 Claims processing failed to meet 30 day No Financial 75,000 No
performance standard. Penalty
™ 6/2/14 Failed to meet 30 day claims adjudication No Financial 100,000 No
performance measure. Penalty
™ 6/2/14 Q83 encounter ref:onmhatlon outside of No Financial 5,000 No
performance variance. Penalty
™ 6/2/14 Membgr appeals failed to meet 30 day No Financial 1,000 No
resolution standard. Penalty
™ 6/2/14 Membgr appeals failed to meet 30 day No Financial 500 No
resolution standard. Penalty
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™ 6/2/14 Failed to meet 30 day claims adjudication No Financial 50,000 No
performance measure. Penalty
™ 6/2/14 Q4 encounter ref:onmhatlon outside of No Financial 5575 No
performance variance. Penalty

The CAP outlined actions to bring checkup rates to required
participation rates, including new call strategies with our
Health Promotion team to increase appointment scheduling
assistance and using a vendor to schedule appointments with
Yes provider offices in real-time. The health plan also partnered 2/20/14 - ongoing | CAP - No
with 6 select physician offices/groups to deliver PCP level
services on a Saturday for our members. Also created new
reports for Provider Relations staff to use with provider
offices to increase various measures.

Failed to meet timely checkup program

TX 2/20/14 .
requirement.

The CAP addressed a number of areas, including: retraining
staff on invalid naming conventions on a report; reviewing
case details prior to report submission to address errors on a
member complaints report; improving member appeals 5/29/13 - 8/31/14 |Financial
processing; actively participating in a project with HHSC Closed Penalty/CAP
regarding reconciliation of encounter data to FSRs; improving
BH claims processing; and improving process for addressing
report follow-up requests.

X 5/29/134Q12 performance standards not met. Yes 48,960 No

The CAP addressed a number of areas, including: retraining
staff on invalid naming conventions on a report; reviewing
case details prior to report submission to address errors on a
member complaints report; improving member appeals 5/29/13 - 8/31/14 |Financial
processing; actively participating in a project with HHSC Closed Penalty/CAP
regarding reconciliation of encounter data to FSRs; improving
BH claims processing; and improving process for addressing
report follow-up requests.

X 5/29/134Q12 performance standards not met. Yes 200 No
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The CAP addressed a number of areas, including: retraining
staff on invalid naming conventions on a report; reviewing
case details prior to report submission to address errors on a
member complaints report; improving member appeals 5/29/13 - 8/31/14 |Financial
processing; actively participating in a project with HHSC Closed Penalty/CAP
regarding reconciliation of encounter data to FSRs; improving
BH claims processing; and improving process for addressing
report follow-up requests.

TX 5/29/134Q12 performance standards not met. Yes 500 No

The CAP addressed a number of areas, including: retraining
staff on invalid naming conventions on a report; reviewing
case details prior to report submission to address errors on a
member complaints report; improving member appeals 5/29/13 - 8/31/14 |Financial
processing; actively participating in a project with HHSC Closed Penalty/CAP
regarding reconciliation of encounter data to FSRs; improving
BH claims processing; and improving process for addressing
report follow-up requests.

TX 5/29/134Q12 performance standards not met. Yes 500 No

The CAP addressed a number of areas, including: retraining
staff on invalid naming conventions on a report; reviewing
case details prior to report submission to address errors on a
member complaints report; improving member appeals 5/29/13 - 8/31/14 |Financial
processing; actively participating in a project with HHSC Closed Penalty/CAP
regarding reconciliation of encounter data to FSRs; improving
BH claims processing; and improving process for addressing
report follow-up requests.

TX 5/29/134Q12 performance standards not met. Yes 50 No

The CAP addressed a number of areas, including: retraining
staff on invalid naming conventions on a report; reviewing
case details prior to report submission to address errors on a
member complaints report; improving member appeals 5/29/13 - 8/31/14 |Financial
processing; actively participating in a project with HHSC Closed Penalty/CAP
regarding reconciliation of encounter data to FSRs; improving
BH claims processing; and improving process for addressing
report follow-up requests.

TX 5/29/134Q12 performance standards not met. Yes 4,965 No
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The CAP addressed a number of areas, including: retraining
staff on invalid naming conventions on a report; reviewing
case details prior to report submission to address errors on a
member complaints report; improving member appeals 5/29/13 - 8/31/14 |Financial
™ 5/29/13 4Q12 performance standards not met. Yes processing; actively participating in a project with HHSC Closed Penalty/CAP 7,600 No
regarding reconciliation of encounter data to FSRs; improving
BH claims processing; and improving process for addressing
report follow-up requests.
™ 3/14/13 Performance bond was not filed with the No Def!mency B No
Department of Insurance. Notice
™ 12/20/12 301._2 implementation of pharmacy prior auth No Def!mency _ No
requirements not met. Notice
X 12/20/12/3Q12 reporting deficient. No Financial 933 No
Penalty
The health plan continued increased oversight of the
™ 12/20/12 3Q12 claims adjudication benchmark not Yes appealed claims apd sul?mltt'ed rponthly detail to the state, 9/1/11 - 12/20/12 CAP _ No
met. though non-compliance is primarily due to extremely low Closed
denominators for some measures.
The health plan continued increased oversight of the
™ 12/20/12 3Q12 Claims adjudication benchmark not Yes appealed claims a_nd sut_)mltt_ed monthly detail to the state, 9/1/11 - 12/20/12 CAP _ No
met. though non-compliance is primarily due to extremely low Closed
denominators for some measures.
™ 12/20/12 301._2 implementation of pharmacy prior auth No Def!mency _ No
requirements not met. Notice
X 12/20/12/3Q12 reporting deficient. No Financial 1,008 No
Penalty
TX | 12/20/12 3Q12 reporting deficient. No Financial 933 No
Penalty
™ 8/17/12 1Q12 member appeals processing timeframe No Financial 250 No
not met. Penalty
The health plan continued increased oversight of the
™ 6/12/12 1Q12 member appeals processing timeframe Yes appealed claims apd sul?mltt'ed rponthly detail to the state, 9/1/11 - 12/20/12 CAP _ No
not met. though non-compliance is primarily due to extremely low Closed
denominators for some measures.
™ 3/26/12 4Q11 member appeals processing timeframe No Financial 250 No
not met. Penalty
™ 3/26/12 4Q11 member appeals processing timeframe No Financial 250 No
not met. Penalty
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™ 3/26/12 Encounters reconciliation to paid claims No Financial 7,500 No
benchmark not met. penalty
X 3/26/12 Out-of-network standards not met. No Financial 10,000 No
penalty
The CAP included actions to address deficiencies in several
areas: conducted member advocate training focused on
. . member complaints processes; reviewed procedures around
X 3/14/12 2011 quahty audit found areas of non Yes |utilization review/adverse determinations, including working 814712~ 8/1/14 CAP - No
compliance. . L e Closed
with UM vendors and monitoring refresher training
effectiveness; developed a reminder process for annual
network submissions access plans.
Benchmarks established for medical checkup Closely monitored claims processing peﬁormance to better  1/12/12 - 4/29/13
TX 1/12/12 s Yes |manage even the categories of claims with very small Closed CAP - No
participation not met.
volume.
Revised the complaint process to have a single point of
control process. Revised "Your Rights' language to include a
Grievance record review identified complete description of the appeal process and started a 12/19/11 -
X 12/19/11 N Yes |daily review of the complaint and appeal log to ensure 2/29/12 CAP - No
deficiencies. L ) . e
timeliness. Revised provider and member notification Closed
processes. Filed executed delegation contract agreements
with the state's Department of Insurance.
X 12/7/11 Performance standards deficiencies. No Financial 32,500 No
Penalty
The CAP was issued during the readiness review prior to go-
live for new service areas. Submitted the specific status of 10/31/11 - 3/1/12
TX 10/31/11 | Provider network deficiencies. Yes |provider types and outlined recruitment strategies to meet CAP - No
. ; Closed
adequacy standards. The health plan did pass the readiness
review.
X 9/2/11 Out-of-network standards not met. No Financial 25,000 No
penalty
Recruited new PCPs and reviewed all PCP closed panels to
determine the reason for closure. Provider network education 9/2/11 - 2/29/12  Financial
IR 9/2/11 PCP open panel benchmark not met. Yes representative outreached to numerous PCPs during monthly  Closed Penalty/CAP 25,000 No

routine visits with a goal of re-opening the panels.
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™ 9211 Performance' reqwremen'ts for acute No Financial 250 No
appealed claims processing not met. penalty
TX 9/2/11|PCP error report benchmark not met. No Financial 500 No
penalty
™ 9211 Peﬁormance requirements for the member No Financial 500 No
complaint and appeal process not met. penalty
2Q11 benchmarks for timeliness and Reprogrammed the regulatory report deliverable for ) .
. . . . ) ) 9/1/11 - 6/30/12  Financial
TX 9/1/11|accuracy of member complaints reporting not | Yes |complaints and retrained staff on appropriate coding of 17,000 No
. Closed Penalty/CAP
met. complaints.
™ 9111 2Q11 be?nchmark standard for claims No Financial 10,000 No
processing not met. Penalty
™ 9/1/11 201_1 member cpmplamt response and No Financial 1,500 No
provider complaint response delinquency. Penalty
Failure to secure approval prior to issuing a Financial
TX 8/8/11|media release related to award No 5,000 No
Penalty
announcements.
Failure to secure approval prior to issuing a Financial
TX 8/8/11|media release related to award No 5,000 No
Penalty
announcements.
™ 5/9/11 1Q‘11 benchmark for timely adjudicated No Financial 20,000 No
claims not met. Penalty
™ 5/9/11 1Q'11 response to prpwder complaints No Financial 55,325 No
untimely and insufficient. Penalty
™ 5/9/11 Performance_ reqwremen_ts for acute No Financial 500 No
appealed claims processing not met. penalty
Reviewed all PCP closed panels to determine reason for
closure. Provider network education representatives 5/9/11 - 2/29/12 | Financial
™ 5/9/11 PCP open panel benchmark not met. Yes outreached to numerous PCPs during monthly routine visits | Closed Penalty/CAP 10,000 No
with a goal of re-opening the panels.
X 5/9/11 Out-of-network standards not met. No Financial 25,000 No
penalty
™ 5/9/11 1Q'11 response to prpwder complaints No Financial 500 No
untimely and insufficient. Penalty
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Failure to apolv appropriate quidelines and/or Health plan staff attended state-sponsored training and made
. PRy .pp P g - changes to member and provider notifications to comply with 1 2/22/11 - 3/16/11
TX 2/22/11 |language in medical necessity determinations|  Yes . . . L CAP - No
) . the requirements. Staff received additional training on the Closed
and denial notices. . ) . . .
regulations and in responding to requests for Fair Hearings.
X 2/3/11 Q410 complaints processing untimely. No Financial 34,000  No
Penalty
The health plan continued increased oversight of the
™ 2/3/11 Q410 processing appealed claims not Yes appealed claims and submitted monthly detail to the state, 2/3/11 - 8/31/11 | Financial 5000 No
meeting 30 days standard. though non-compliance is primarily due to extremely low Closed Penalty/CAP ’
denominators for some measures.
TX 2/3/11|Q410 late regulatory reports. No Financial 375 No
Penalty
Identified additional organizations to collaborate with
4Q10 collaborative efforts with community regarding children of migrant farmworkers and established 2/3/11 - 5/30/11
X 2/3/11 - . - Yes ) CAP - No
based organizations insufficient. target dates for contact. Delivered quarterly logs of the Closed
contacts to the state.
™ 2/3/11 Performance_ reqwremen_ts for acute No Financial 10,000 No
appealed claims processing not met. Penalty
. . . Financial
X 2/3/11 Q410 complaints processing untimely. No 500 No
penalty
™ 2/3/11 Reconciliation stgndar_d not met for No Financial 5,000 No
encounters to paid claims. penalty
Reviewed all PCP closed panels to determine reason for
closure. Provider network education representatives 2/3/11 - 2/29/12
IR 2/3/11 PCP open panel benchmark not met. Yes outreached to numerous PCPs during monthly routine visits | Closed CAP B No
with a goal of re-opening the panels.
Key activities included identifying existing letters that required
™ 2/3/11 Administrative services for Spanish Yes Spanish language translation. Versions of each translated 2/3/11 - 2/29/12  |Financial 80000 No
translation services not performed. letter were verified so that no altered letters are sent to Closed Penalty/CAP ’
members.
TX 2/3/11|Member complaint report submitted late. No Financial 1,500 No
Penalty
X 2/3/11 Failed to meet out of network standards. No E;nnzqg,lal 25,000 No
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™ 10/7/10 additional training required. Yes needs. Imitated project to produce all letters in bilingual Closed CAP B No
format. Developed a complaint Log and received state
approval. Developed a process flow and policy for the
complaint log.
Began submitting monthly detail on appealed claims and 9/22/10 - Financial
X 9/22/10/3Q10 untimely claims processing. Yes o9& 9 yde PP \ 12/31/10 1,000 No
oversight of the appealed claims queues was increased. Closed Penalty/CAP
X 9/22/10/3Q10 late report submission. No Financial 6,625 No
Penalty
D 9/22/10 3Q10 untimely resolution of complaints. No Eg:;‘t’;a' 27,000  No
™ 9/22/10 031.0 member hotline closed on regular No Financial 12,000 No
business day. Penalty
Q310 failed to meet member complaint Financial
TX 9/22/10 resolution timeliness standards and acute No Penalt 10,000 No
appealed claims processing. y
™ 9/22/10 Q310 f_a|led_ to r_neet member complaint No Financial 500 No
resolution timeliness standards. Penalty
TX 6/24/10/2Q10 report submission untimely. No Financial 450 No
Penalty
X 6/24/10 2Q10 complaint responses late. No Financial 600 No
Penalty
™ 6/24/10 Provider complaint summary report submitted Yes Correctgd the methodology for the provider counts and 6/24/10 - 2/29/12 |Financial 1,800 No
late. resubmitted the report. Closed Penalty/CAP
Audited 120 state-specific calls per month that were not
. . initially determined to be complaints in order to help ensure ) . .
X 6/24/10 Membef and provider compllalnt summa.ry Yes |the accuracy of the calls being categorized as inquiries. Staff 6/24/10 - 2/29/12 | Financial 150,000 No
reports inaccurately categorized complaints. . . Closed Penalty/CAP
also audited 10 state calls per agent per month until the
corrective action was closed.
. . Received state approval of the most recent directory } .
Provider directory not formatted to be o . ) . - 6/24/10 - 2/29/12 |Financial
X 6/24/10 included in the enrollee handbook. Yes |submission and the directory is available to existing members Closed Penalty/CAP 6,850 No

and providers.
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™ 6/24/10 Provider files contain inaccurate information. Yes instituted process_to comp_lete the audit quarte_rly. Proylder 6/24/10 - 2/29/12 |Financial 7.650 No
changes to panel information are captured during routine Closed Penalty/CAP
provider visits.
Developed additional training tools to ensure a
Performance requirements for the member comprehensive curriculum that integrate the functional areas, 6/24/10 - 2/29/12 Financial
TX 6/24/10 . Yes |; . : . 500 No
complaint and appeal process not met. including complaint processing as well as appeals Closed Penalty/CAP
processing.
Reviewed all PCP closed panels to determine reason for
™ 6/24/10 FallL{re to meet PCP open panel performance Yes closure. Provider network educatlop representatlve§ N 6/24/10 - 2/29/12 CAP _ No
requirements. outreached to numerous PCPs during monthly routine visits | Closed
with a goal of re-opening the panels.
™ 6/7/10 Provider directory weight limit benchmark not No Financial 14,931 No
met. Penalty
™ 5/13/10 Performance standards not met resulting in No Def!mency _ No
enroliment freeze. Notice
1Q10 claims and claims appeals standards Made revisions to the monthly claims report to help better 3/24/10 - Financial
TX 3/24/10 PP Yes s tot y P P 12/31/10 20,000  No
not met. manage provider disputes. Penalty/CAP
Closed
> 3/24/10 1Q1Q benchmark for behavioral health No Financial 100 No
services hotline abandonment rate not met. Penalty
> 3/24/10 1Q10 report submitted late. No Financial 150 No
Penalty
X 3/24/10/1Q10 complaint response submitted late. No ';I;]:;Eal 2,250 No
Implemented a monthly report to monitor claims processing 12/22/09 -
4Q09 claims processing performance that shows claim volume by days. Conducted daily meetings Financial
TX 12/22/09 Yes . o . ; ; 12/31/10 2,500 No
standard not met. with staff to set priorities, research aging claims, and monitor Closed Penalty/CAP
progress.
X 12/22/094Q009 state required reports submitted late. No ';I;]:;Eal 2,150 No
™ 12/4/09 Creden_nallng/prowder r_el_at|ops gnd 3 Yes Reviewed and re_wsed all Pf&Ps related to credentialing and | 12/4/09 - 6/31/10 CAP _ No
complaints/appeals deficiencies identified. member complaint processing. Closed
X 12/3/09 | Provider complaint resolution untimely. No Rggzl:ncy - No
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Medicaid Affiliates--Non-Compliance with Contract Terms

CAP Dates Sanction Admin.
State Date Description CAP Description and Status Type Amount Proceed.
™ 9/15/09 3Q09 claims processing benchmark not met. No I;g]:;ct:;al 27,500 No

Revised the selection logic for the NPI/Taxonomy

3Q09 reconciliation file compliance 6/1/09 - 9/15/09

X 9/15/09 benchmark not met. Yes |combination. Submitted process steps and logic revisions to Closed CAP - No
the state.
P 9/15/09 SQOQ'QAPI program summary report No Financial 50 "
submitted late. Penalty
The CAP included actions to: verify that proper review is 916/13 - 11/1/13
VA 9/16/13 | Deficiencies in appeal processing. Yes |conducted and have the Chief Medical Director conduct CAP - No

. . Closed
monthly case audits to ensure compliance.

The CAP included activities to address: care coordination
oversight; authorizations of services; compensation for
utilization directions; outpatient mental health; enrollee rights
Yes |(format, alternative formats); adoption of practice guidelines; 9/22/14 - ongoing | CAP - No
detecting over- and under-utilization of services; assess care
furnished to enrollees with special health care needs; and
health home health action plans.

Deficiencies found in multiple operational

WA 6/26/14)  cas during 2014 site visit.

CAP actions included: development of network reports;
enrollee rights to access women's health; reports and
analysis to assess member demographics; program integrity
staff responsibilities; provider payment suspensions
notification; development of case management program
P&Ps;P&P for patient review and coordination activities;

; o . - 4/1/13 - 9/30/13
Yes | behavioral policy; employee and provider training related to CAP - No

. AN ) . Closed

enrollee rights and advance directives; diversity council to
evaluate the membership needs; quarterly quality
management reporting; more detailed meeting minutes;
grievance system and process; documentation and reporting
of Clinical Practice Guidelines; development of provider watch
list; and delegation oversight

Deficiencies found in multiple operational

WA 327113 areas during 2013 site visit.

We took action to address: initial health screening completion
timeliness; reports with analysis and opportunities for action; 10/18/12 -
Yes |standardized reporting activities; notifications sent to incorrect | 7/30/13 CAP - No
locations; balance billing issues; clear reasons for grievance |Closed
determination.

Findings at 2012 monitoring visit identified

WA 11/2/12 - .
areas requiring correction.
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CAP Dates Sanction Admin.

State Date Description CAP Description and Status Type Amount Proceed.

The CAP included actions to: revise language in policies and
procedures related to out-of-network providers; process to
monitor and report the provider network; address language
barriers to care; track and monitor EPLS; missing compliance 4/10/12 - 7/30/13
committee information; revisions to case management Closed

program; changes in P&P language for the patient review and
coordination program; language insert in member mailings;
and written description of the grievance system.

2012 readiness review site visit identified
WA 5/2/12| multiple operational areas that were not fully Yes
met.

CAP - No

CAP actions included activities to: improve member
notification of right to request financial statement; improve
Annual External Quality Review audit found Yes appointment availability and after hours care; clarify policies
deficiencies. and procedures for credentialing and disenrollment; and
making sure that verification of services letters are mailed
quarterly.

Worked with dental vendor to resolve claims payment issues.
Yes |Implemented increased monitoring of dental vendor claims 3/14/14 - ongoing |CAP - No
timeliness and encounter submission.

wWv 4/10/14 4/10/14 - ongoing |CAP - No

Dental vendor paid claims late and did not

wv 8/4/14 submit encounter data.
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